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Abstract
This Honors Capstone project sought to complete an editing project using both
comprehensive editing and copyediting techniques while demonstrating proficiency in
both digital and paper markup. The NIU University Writing Center (UWC) Tutor
Manual, the document edited, needed revision to address accuracy of content,
organization and accessibility, and grammar and style conventions. After attempting
revision, the editing process itself required some revision, and the reflection paper at the
beginning of the documentation explains why the proposed editing plan did not work,
how a new plan was determined, and what the implications of this experience are on the
author and on the process of editing in general. This Capstone includes the original
document; versions after each revision, for a total of three; the final product, including
the revised Tutor Manual and a separate Client FAQ; and additional work product created
through the revision process.
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REVISING REVISIONS
Introduction

For this Capstone project, my goal was simple: I wanted to make the UWC Tutor Manual
a more user-friendly, successful document. To do so, I would first determine what its flaws were
and where improvements could be made to better serve UWC staff; reviewing the document
myself as well as interviewing a new tutor and a senior staff member would give me a more
complete picture of what revisions would best accomplish my goal. Then, I would work through
the editing process in stages to demonstrate how and why changes I made would improve the
document. Finally, I would describe the editing process in detail, explaining along the way the
rationale for certain editorial decisions, and reflect on the project as a whole (e.g. why the types
of revision I suggest are valuable).
However, in working through the process I designed, I found that while my goal was
simple enough, getting there would prove to be much more complicated than I envisioned. If
time constraints made research difficult, then completing designated tasks within the outlined
stages, in the proposed order, was nearly impossible. Instead of forcing the project to adhere to
my original plan, I relied on intuition rather than logic to guide my revisions, maintaining only
the basic framework I established. Through completing this Capstone, I learned a great deal
about the editing process, particularly how flexibility is key.
Proposed Methodology
To begin, I reviewed the Tutor Manual, and I identified three primary causes for concern:
accuracy of content, organization and accessibility, and conventions of grammar and style. Then,
I determined what steps would necessary to improve on these issues and make the document as a
whole more useable.
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The first issue was accuracy of content. The Tutor Manual was written in 2008 by a
former employee, and then in 2009, Gail Jacky, director, revised it, eliminating 15 pages of
material and making small changes to grammar and style (e.g. editing for gendered language).
However, following that revision, the Tutor Manual has not been updated to reflect changes in
policies and procedures; some have been discontinued or amended, while new ones have been
included. The end result is that much of the content is not correct, which may confuse new tutors
during training. I planned to address this issue by deleting unnecessary sections, adding missing
sections, correcting inaccurate sections, expanding inadequate sections, and creating a new
document for important but irrelevant sections; these revisions would comprise stage one and
would be edited using digital markup.
The second issue was organization and accessibility. The Tutor Manual is unique in that
it is used both as a training aid, so new tutors will read it comprehensively when they first
receive it, and as a reference guide, so experienced tutors will occasionally skim it to find
specific information. However, it was designed only to meet the needs of this first audience. The
Tutor Manual is arranged topically in random order, and because there is no larger Structure
readers can identify to help them decide where information is located, they have to work through
the entire document each time. In addition, because some information is repeated in seemingly
disparate sections, it not always clear to readers if they found the exact infonnation desired. I
planned to address this issue by dividing up larger sections and creating subsections, compiling
and condensing repetitious information, adding appropriate headings and subheadings, including
a table of contents, and creating an index; these revisions would comprise stage two and would
be edited, again, using digital markup.

REVISING REVISIONS

4

The third and final issue was conventions of grammar and style. Although the 2009
revision did correct some errors, the quick editing job was not as consistent as it could have
been. Several spelling mistakes and a few repeated grammar errors were not caught. What was
most problematic about the document, though, was the style and tone. Stylistic conventions such
as passive voice and contractions are not necessarily inappropriate for this type of document;
however, as UWC tutors are trained to correct these usages in clients' work-because
can hinder clarity or encourage wordiness, while the latter is informal-to

the former

include such

conventions does not model UWC tutoring practice. In terms of tone, the Tutor Manual
frequently shifts from formal to what would be best described as overly informal language, and
some sections feature negative or condescending language that is not the spirit of the UWC's
goals. The combination of all these errors damages to some extent the credibility of the UWC in
the eyes of new tutors, which is not conducive to them first reading the Tutor Manual and then
following its policies and procedures. I planned to address this issue by correcting spelling
mistakes, rewording passive voice constructions, spelling out contractions, fixing pronounantecedent errors, making bulleted lists parallel, clarifying ambiguous references, replaces
negative language, rephrasing informal language, checking the document for consistent tone, and
formatting all visual element for consistency; these revisions would comprise stage three and
would be edited using paper markup.
The rationale for completing these steps in this order was straightforward enough. My
revision consisted of a combination of two types of editing: comprehensive editing-which
evaluates a document's ability to serve the needs of its users and fulfill its purpose in areas such
as content, organization, design, style, and accessibility (Rude, 2011), and copyediting-which
focuses on the sentence level to ensure correctness, consistency, accuracy, and completeness
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(Rude, 2011). At the UWC, these levels of edit are said to address global and local concerns,
respectively. Global concerns, then, because they affect the entire document, should be addressed
first; to edit for grammar or style, a local concern, in a given section before the organization and
content is finalized might be counterproductive if that section requires deletion or if later
additions introduce new errors. Thus, stage one, which dealt largely with content corrections, and
stage two, which largely dealt with organization, needed to be completed before stage three to
avoid doing unnecessary work or creating extra work.
Challenges and Revised Methodology
Unfortunately, the actual revision process does not mirror exactly my proposed
methodology. Despite the seemingly solid logic behind my design, it did not work well in the
real world, and I had to revise my planned revisions. While I could have completed the tasks as
outlined in my proposal, it would have required more work, and, more importantly, the project
would not have provided the same educational benefit. By working through the process, revising
and re-revising my edits until the procedure worked, I learned more about how one should edit in
general and why it makes sense to adapt the editing process to each project to yield the best
results.
One challenge I faced was the sheer size of the document. Although the UWC regularly
uses the 2009 revision, a digital copy was only available for the 43-page original document. In a
way, this seeming setback had a secret benefit: I could compare the two documents to see what
edits had been made, which would demonstrate what information the UWC found more or less
useful, and I would able, if I so chose, to reintroduce something that had been deleted if I thought
it would helpful now. In addition, I would be to show how much my revision improved on the
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latest revision in comparison to its improvement on the original document. However, this volume
of information caused a few problems.
My first step in stage one was to delete any unnecessary sections; this task was completed
quickly and painlessly, largely because I deleted most of the sections that the 2009 revision
deemed obsolete. I was also able to separate the Client FAQ and make it into a separate
document, complete with revisions to content, organization and accessibility, and grammar and
style. However, when I attempted to complete the other tasks in stage one-correcting,
and expanding-I

adding,

found them either to be impractical or unfeasible. The reason is simple: an

editor cannot divorce content corrections from those for organization, not entirely. Because I had
not complied and condensed repetitious material, I could not be certain if a section was
inadequate and required more detail: perhaps in another section that information is clearly
explained. Because I had not re-divided and reorganized the sections, I could not tell if a section
was missing and needed to be added or if it was merely misplaced. Without first adding and
expanding all the material, I would not likely catch all the necessary corrections either.
Instead, what I found worked better was to delete the unnecessary sections first, then
reorganize, and finally apply formatting changes in this round of editing. By completing these
three steps before trying to finalize the content (i.e. essentially completing most of what was
originally stage two first), I ensured the document was more manageable in terms of size and
ease of editing; with all similar information grouped in a given section and each section
organized to make identifying inaccuracies, inconsistencies, and incompleteness easier, content
corrections were much easier. This round of editing, inspired by a new, more flexible process, is
referred to as Revision One to differentiate it from the stages I proposed originally.
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For Revision Two, I completed the remaining tasks in what was stage two, the content
corrections, as well as everything in stage three, the grammar and style corrections. The reason
for this was two-fold. First, it made sense to correct mistakes as I saw them instead of hoping to
remember them later; I was working through each section, reading carefully and with an eye for
accuracy, so to ignore errors for the sake of adhering to a plan seemed like a waste of time.
Second, if I were to catch most of the errors in Revision Two, I could do essentially two
revisions for grammar and style, and the final revision, Revision Three, would not be solely
responsible for all copyediting errors; rather, it would be an extra safeguard.
This new methodology does not, at first glance, seem to be the most logical because tasks
are not all similarly grouped. However, it worked for the Tutor Manual, and I believe a similar
structure would work for other projects as well. The only restriction on the editing process is one
of basic importance: complete all comprehensive editing, whatever that entails, before
copyediting. Global concerns need to be addressed before local concerns; what the editor gets to
play around with is the order of tasks within these two categories.
To review, the following chart summarizes the primary differences between my proposed
and revised methodologies in terms of the editing process. Additional changes are explained in
the Project Limitations section.

1. stage one: accuracy of content
•
•
•
•
•

delete unnecessary sections
add missing sections
correct inaccurate sections
expand inadequate sections
create new document for important, but
irrelevant sections

1. Revision One: organization
•
•
•
•
•
•

delete unnecessary sections
create new document for important, but
irrelevant sections
condense repetitious material into one
section
divide up larger sections
add appropriate headings and
subheadings
include a table of contents

2. Revision Two: content,

ammar, and style
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•
•
•
•
•

divide up larger sections
condense repetitious material into one
section
add appropriate headings and
subheadings
include a table of contents
create an index

3. stage three: grammar and style
• correct spelling mistakes
• reword passive voice
• spell out contractions
• fix pronoun-antecedent errors
• make bulleted lists parallel
• clarify ambiguous references
• replace inflammatory or negative
language
• rephrase informal language
• check document for same tone
throughout
• format all visual elements to be
consistent

•
•
•
•
•
•
•
•
•
•
•
•

add missing sections
correct inaccurate sections
expand inadequate sections
Correct spelling mistakes
Reword passive voice
Spell out contractions
Fix pronoun-antecedent errors
Make bulleted lists parallel
Clarify ambiguous references
Replace negative language
Rephrase informal language
Check document for same tone
throughout
• Format all visual elements to be
consistent
3. Revision Three: final proofread
• Proofread for spelling, grammar, and
consistency errors

Project Limitations
Due to time constraints, both on my behalf and that of the UWC staff, I was not able to
complete formal interviews with either a senior staff member or a new tutor. I feel these
omissions will not noticeably affect my project for three reasons. One, because I am a peer tutor
at the UWC, I understand which policies need clarification and which do not; I know what
information would have been helpful when I was a new tutor, and I know what information I still
need to reference now. Two, because we all work together closely and talk about our sessions
with each other, sometimes venting and sometimes offering advice, I know what other UWC
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tutors want and need. Three, because I informally interviewed both the senior staff before the
semester began to get a head start on the Capstone project, I know what they want as well. Their

only request is that policies be updated to reflect accuracy; any other editorial decisions were left
up to me. Therefore, after discussing policies with them over the summer, I now have a firm
grasp of what the UWC believes and how it should run, so I am confident that I will meet their
expectations.
Another notable omission not mentioned in the revised methodology is the index. After
reorganizing the Tutor Manual, which now features two broad divisions (i.e. Tutoring
Information and Employment Information) with up to three levels of subdivisions per topic, I felt
information would be easy enough to find without an index, especially since there is now a table
of contents. Add to that the fact that the Tutor Manual is now approximately only 30 pages,
creating an index seems a little silly.
Finally, to protect the UWC, all forms moved to the Appendices are not included in the
drafts. The feedback forms in particular should not be available to the general public.
Discussion
After completing this Capstone Project, it seems reasonable to conclude that apart from
performing comprehensive editing before copyediting, there are no set rules for organizing tasks.
Instead, being flexible and letting one's intuition regarding the demands of the project guide
one's editorial decisions is best. By acknowledging that the document was too large to work with
easily, I was able to determine that cutting out unnecessary materials and condensing repetitive
material were both good ways to make the document more manageable for the next step.
Likewise, by acknowledging that it is counterproductive to separate tasks such as content
correction and grammar and style revision when both require close reading, I was able to save
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time and allow myself an extra step to look over my edits one last time before submission. I have
learned that it is not so bad to include many tasks within one step; dividing them up by topic, as I
did, or into many topics, which I also did, may seem smart, but in the long run, it is not
conducive to easy editing and may even require more work than is necessary.
This knowledge is incredibly valuable to me because I would like to work as an editor
after graduating college, and now I know a little bit more about myself and my editing style, as
well as how to best approach the editing process. I think had I followed the proposal to the letter,
it would have been much more difficult, and perhaps the outcome would not have been as good.
Similarly, ifl had not had struggled to revise my plan, ifl had avoided re-editing the document
until a clear plan emerged that I could demonstrate through digital markup for the purposes of
the Capstone, I would have had to learn this lesson later when time and circumstances would not
be so forgiving.
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UWC POLICIES AND PROCEDURES
(amended Summer 2008)
THIS is your binder. In it you will find tips to help you tutor successfully, including advice, handouts,
and more. Additionally, this is meant to be a space for you to keep any supplemental materials.

Table of contents

Consultant information
In this section you will find information geared
specifically for you, the writing consultant.
This part of your manual is designed to help you
tutor more effectively. Hopefully, the information
will answer questions or concerns you might have
in regard to tutoring.
The information in this section is not for the
clients.

Introduction
Welcome to the University Writing Center (UWC)! It takes a certain type of person to want to
be a writing tutor. You were selected because you have a passion for talking about language use and
stylistic challenges in writing, you are compassionate and comfortable with all kinds of people and
ability levels, you understand that it is impossible to be a successful college client without at least a
basic proficiency in writing, and you want to help the UWC clients attain that proficiency.
What That Means. What does this mean for the clients who use the Center? As our brochure
states, we are available to help clients become more proficient at writing with any type of project, both
personal (e.g. resumes, application letters) and academic (i.e., any class or assignment). Some specific
things we as consultants can do to address clients' needs are
•
•
•
•
•
•

demonstrate strategies for prewriting
help to organize thoughts or paragraphs
teach self-editing/self-proofreading
demonstrate revision tactics
illustrate the documenting of sources using the proper format
identify clients' writing strengths and weaknesses

What It Does Not Mean. We do NOT proofread papers. Nor do we "fix" them. Why not?
Those actions won't help clients in the long run. To simply change a comma to a semi-colonfor them
will never teach them how to use commas and semi-colons. Additionally, "fixing" their papers
minimizes the clients' ability to claim sole authorship, which is akin to plagiarism. To ensure that
clients' work is always their own, we conduct client-guided sessions. Through dialogue (talking with
each writer about his/her strengths and challenges), we actively engage writers in a process of learning
writing-related skills to apply to a broad range of future endeavors rather than to just meet the needs of
a particular assignment. We attempt to answer clients' writing questions, sometimes using their own
work as an example, and encourage them to practice what they've learned. Our goal is to help clients
become better writers, and to do so we facilitate learning by making sessions client-focused, not just
paper-focused. Remember: No client is going to leave the center with a perfect paper, but they should
leave with more knowledge of writing. ©

Who uses the center?
Anyone affiliated with the university may use the center. Our clients range from traditional
freshmen to graduate clients to faculty and staff to alums and people from the community; from first
year composition clients to art majors to economics majors. We tutor both individual clients and
groups. Additionally, we have a large population of English Language Learners (ELL) clients.
English Language Learners - While all clients are individuals with individual learning issues,
there are some issues common to ELLs as a group, these include article use, denotation/connotation,
vocabulary, word forms, proposition use, verb tenses, and more. There are a number of handouts to
help you address these issues, but really working with ELLs is similar to working with native English
speakers. In both instances, you should tackle higher-order concerns first (fulfilling the assignment,
organization, etc.) and then attempt to explain the lower-order concerns. Occasionally, some ELL
clients will want to practice their pronunciation and conversational skills with you. These are usually
fun sessions, just make sure to be patient, enunciate, and have a dictionary handy.
Learning Disabilities - There are a number of learning disabilities that affect writing skills,
including familiar ones like dyslexia and not so familiar ones like expressive language disorder. Some
signs of a learning disability might include difficulty in reading or writing, with memory, with
attention, with comprehension, with logic/reasoning, and with social cues.
We are not allowed to ask if a client has a learning disability. If they themselves are aware of
it, it is their choice whether or not to disclose it; some will, some will not. If you suspect that a client
you are working with has an undiagnosed or undisclosed learning disability, there are resources
available for both you and, most importantly, your client, and you should contact Jodie or Gail as soon
as possible after your session. You may provide information about the CAAR office or counseling
services, but you may not tell the client to go or directly contact the resource about a client.
Groups - Sometimes you will be assigned to tutor an entire group oftwo or more clients who
collaborated on one paper. This is a special challenge, but again, not that much different than a
"regular" session. If you get a group and the paper was written collaboratively, make sure all the
members of that group are present. If the paper was written in sections with one author per section,
you can only go over those sections whose authors are present. We can't teach someone who isn't
there; it borders on plagiarism.
Additionally, when you complete the paperwork for a group, staple the draft to just one of the
feedback forms and write "draft attached to's
form" on the other feedback forms. When you
put the forms/draft into the In Box, do not staple all of the documents together because each person
counts as a session and Jodie and I do not always know to look for multiple feedback forms stapled
together. Remember sessions potentially equal funding!!!!

Tutoring: What to do
These policies and procedures are designed to address some of the questions that may arise while you
are at work. Of course, they are not all inclusive, so feel free to ask questions as needed. Our door is
always open.
Scheduleffime off
• Design a schedule that will be consistent all semester. If you need to change, it isn't as
problematic with the electronic system, but you may already have appointments scheduled.
Shifting appointments is not always as easy as it might seem.
• Set your schedule so that you can arrive at least 10 minutes before the start of your shift to
allow time to settle in and be ready to begin.
• If you need to take a day(s) off, let Jodie or Gail know as soon as possible. We will be happy to
block out your times and shift appointments if possible. Please do not just call or email that you
are not coming in. While we realize that conflicts can occur at the last minute, if you are
booked, you are responsible for those sessions.
• If you are going to be late, call so we can make adjustments or let the client know you are on
your way.
Arriving at the UWC
• Put your belongings (purses, backpacks, etc.) in the kitchen or grad office. There are hangers in
the kitchen. While we have only had a few problems with belongings walking off, it is better to
be safe than sorry.
• Check your schedule (however, do not interrupt if someone is productively working on the
main reception desk computer). Check the schedule periodically throughout your shift
(especially if you are going to run to the computer lab or upstairs to get food); you may have
additions and/or cancellations.
• If you have an appointment coming in, stick around so the receptionist does not have to come
find you. However, do not block the traffic pattern around the desk. The clients have to sign in
and the students/faculty moving in and out of the classroom will need space to walk without
interrupting the sessions.
Being here
• If you are not in a session, you may work in the kitchenlbreak room, grad office, at one of the
tables (if we are busy, try not to take up more than one table - your stuff on one and tutoring at
another), on the computers in the back, or go to the computer lab. However, keep an eye on the
clock so you can be ready for the clients when they arrive. The receptionists shouldn't have to
come find you each time.
• You may conduct your sessions in the front or back area, depending on where you and the
client feel most comfortable. You may also use the conference room if it is available. If you are
working with a group, the back tables or the conference room are probably more practical since
those options are usually quieter and offer more space to spread out.
• If you leave during your scheduled time, make sure you let the receptionist know where we can
find you if your client comes in and you aren't back.

Beginning a Session - On the occasion that you have a client (and there will be many such
occasions), greet them pleasantly, tell them your name, ask what they're working on, and sit down with
them. You may sit either at the front or back tables, or at the computers, whatever suits your needs and
comfort level. After spending a couple of minutes getting to know the client and what sf /he is working
on, the first things to do are always just basic administrative ones: ask the client to fill out the first
parts ofthe Feedback Form (see examples of both the short and long forms) and ifthey've brought two
copies of their draft. We ask clients to bring two copies so they will take their own notes on their copy
and we can keep the copy with the tutor's comments. This promotes ownership of the revision and the
session for the client and keeps session records for us. Ifthey only brought one copy, explain our
policy, write "no copy" on the feedback form, and then put your pencil down. It is now up to them to
take notes. Finally, ask them ifthey have any materials relating to the assignment from their teacher
(prompts, rubrics, texts, etc.). Try to first establish if they understand the assignment and then what
their writing concerns are.
Assessing a Client's Needs - It may be an oversimplification, but it is helpful to separate
clients' writing errors into two major categories:
• higher-order concerns (or global errors) - organization of ideas, thesis
development, and whether one sentence logically follows the preceding sentence
• lower-order concerns (or local errors) - verb tense, comma use, and spelling errors.
Higher-order concerns should be addressed first, if for no other reason than because it might not do a
client any good to change a comma if s/he needs to eliminate the whole sentence.
Sometimes, what a client tells you s/he needs help with differs from what you believe to be the
main writing issue. S/he might believe that s/he just needs help knowing when to use pronouns, but
you notice that s/he has no clear thesis and that the paper is all over the place. Similarly, some clients
have more issues than you think you can conceivably cover in the allotted time. In both ofthese cases,
kindly and honestly explain to the client what you believe are the issues and do the best you can.
• In the first scenario, tell the client that while his/her pronoun use is something you
will want to work on if you can, for this particular paper you are more worried about
the lack of a thesis, and it might be in his/her best interest to start there. Remember:
You can always ask himlher to come in for another session if s/he is that worried
about pronouns.
• In the second scenario, tackle higher order concerns first, then errors that are the most
recurring. If, after you've discussed a solid organizational scheme for the paper, you
notice that the author just doesn't know how to use it's vs. its, then find a number of
those examples in the paper and teach the client the correct way. Then have himlher
identify the error and self-correct. Encourage himlher to make another appointment
and explain clearly what you are seeing. Make sure that s/he knows about his/her
specific writing issues-for instance, you tell himlher that next time you want to
definitely work on agreement and transition usage. If for some reason s/he doesn't
get to work with you, then s/he still has something concrete to tell the tutor s/he does
work with.
Reading Aloud - From a practical standpoint, you cannot assess a client's needs without
reading a sample of his/her work. There are different ways to do this, and every tutor has a different
strategy. However, at some point in the session (unless you are just brainstorming), you will want to do
some reading aloud. Why?? Because this is the best method to help clients self-identify lower-order
concerns. Ask ifthey would like to read or if they would like you to read; either way, it is often easier

to "hear" a goofy sentence than to see it. When they stumble over one, you can address it with them at
that point.
Sometimes, especially when a client says slhe is having trouble knowing if the paper flows or
where to put paragraphs, you might want to scan it quickly before you do any reading aloud (this can
be done while the client is filling out the paperwork). That way you can assess if, indeed, higher-order
concerns should be addressed first. For instance, if you discover that your client's paragraphs are
lacking any sort of rhyme or reason, you may want himlher to gloss each paragraph individually,
coming up with a one or two word summary of each. Then, help himlher retroactively construct an
outline and fit each paragraph where it logically should go. Finally, after reordering the paragraphs,
you might want to start reading aloud.
Remember though, whatever you do and whatever you talk about, the client MUST take hislher
own notes!
Ultimately, the best way to assess a client's needs is to a) understand what the teacher wants of
them, b) hear what their own writing concerns are, and c) read the paper and draw conclusions based
on your professional judgment. ©
Goal Setting - Be honest with yourself and the clients about what you can do in the allotted
time. If they have signed up for a 25 minute session and brought eight pages, tell them (kindly) that
you will more than likely not get through that amount of text, that even in the best case scenario, most
25 minute sessions only get through 3-4 pages, and give them the opportunity to make an additional
appointment. Another thing that will help them (either at home or in future sessions) is if you can
identify specifically their common errors and explain them - even if these end up being things you do
not have time to address. Remember: We are not miracle workers. We cannot turn a D paper into
an A paper, nor should we! All we can do is try to teach our clients something that they can
hopefully use-and eventually, over the course of time, they will have enough knowledge and
confidence about writing to compose those A papers from the get go. WE DON'T "FIX" PAPERS,
WE MAKE BETTER WRITERS - based on Stephen North's (1984) concept.
Tutoring Skills - After assessing your clients' needs and setting goals with them, the only
thing left to do is tutor! Tutoring is actually more fun than most kinds of work and comes naturally to
most people. All it really takes on your part is the ability to talk about writing and the writing process
(which you all have), the ability to assess a client's writing needs (which comes with practice), and
• The Ability to Listen-Listening is crucial. The Writing Center is a service that is offered
for the clients to help them accomplish their goals. To this end, we want the clients to
guide their own sessions by telling us what their concerns are. In some cases, they know
their issues already, and we need to use listening as our primary assessment tool. Also, in
most cases, they know the subject they are writing about better than we do, and we have to
listen to them and defer to their knowledge about the field.
• The Habit of Modeling-Modeling is using your writing as an example of good scholastic
behavior. Not a single one of us has ALL ofthe answers; when you get stumped by a
question from your client, look at it as an opportunity to model good client behavior: ask a
peer or boss, use reference books, look something up on the internet. If you admit that you
don't know what a word means (or how to spell it) and pull out a dictionary, your clients
are all the more likely to pull out their dictionary next time they get stuck on a word.
• Be Tactful, but Honest - Clients need to know honestly what their writing issues are. Too
many are never told in clear language just where their troubles lie. You will often hear the
generic "grammar" as a client's answer to the question about hislher writing concerns, and
then discover that it's not "grammar" per se, but that slhe keeps switching tenses. You
want to tell himlher this, but you need to use tact. It does no one any good to be scared
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away by rude, insensitive consultants! To the client above, say: "You know, I've noticed a
couple of things about your paper that are grammar-related, but really the biggest thing I
see and what I'd like to spend the most time on is that the verb tense shifts from present to
past and back to present. Here're some examples of what I mean." Don't be cruel, don't
pick on the client (either his writing or his person), don't "grade" himlher (it's not your
place as a peer), and don't say things that aren't constructive. Instead, be tactful,
compassionate, empathetic, but honest about the issues you see.
Pick Your Battles - There is absolutely no need or reason to argue with a client. Nothing we
do is worth raising voices over. If s/he absolutely refuses to hear what you are saying about
an issue that you think is important (repetition, for instance), simply move on to something
else. Ultimately, this is his/her paper, and if you've presented your concerns tactfully and
honestly, it is hislher choice whether or not to follow your advice. If it is not just a certain
piece of advice s/he is not interested in and the client strikes you as being overly-resistant
and not interested in being in session in the first place, please see the section on resistant
clients.

Keeping Track of Time - This is very important, especially during the "busy seasons" of
midterms and finals. If a client is signed up for 30-minutes, end the session at the 25 minute mark to
give both of you time for paperwork. Similarly if a client is signed up for an hour or 90 minutes, end
ten minutes early (at the 50 or 80 minute mark). That leaves time to fill out the paperwork, make any
copies you need to, put reference materials away, etc. It's our instinct to want to help a client as much
as we can, right up until the last second, but if you get behind, you may cheat another client out of a
full session in the process. If you are working a 4 hour shift and you have 8 clients, each with thirty
minute appointments, you can see how every minute is going to be valuable to each of them. This is
also a good reason not to be late. ©
Ending a Session - Before it is time to end the session, tell the client you are going to have to
wrap it up and ask if s/he has any more questions. You may want to also briefly list the issues you
discussed in session and see if s/he is comfortable with what has been learned. You both need to fill
out the rest of the feedback form and you may need to copy and stamp it as proof of the visit. Ask if
the client is interested in making another appointment (or suggest it, if you think it is warranted) and
walk himlher to the appointment desk. Wish himlher luck and put the feedback form (with your copy
of their paper stapled to the top of it) in the In Box.
To Stamp or Not To Stamp - Make sure you ask ifthe client needs a copy of the paperwork
for hislher teacher. Often, clients are required to come by their teacher, who may want proof. If this is
the case, make a copy ofthe Feedback Form, stamp the COpy (not the original) with the stamp located
on the front desk, fill in the color of the stamp and the date in pen, put your initials after the date, and
give it to the client. Then staple the original to your copy of their work and place it in the In Box.
Dealing with a Scary Subject You Are Unfamiliar With - The first (or second or twentyfifth) time you work with a graduate student, a paper on biophysics, a report on AP A, or a discussion
of 1ih century philosophy, you may feel overwhelmed, lost, maybe even a little bit "stupid." But rest
assured we have all felt that way about some session we've worked on. Remember, we hired you
because you are bright, intelligent, witty, and charming. You can do this. You are a prepared
reader/responder.
Don't be afraid to ask questions ofthe client. Don't be afraid to tell himlher you know nothing about
biophysics or 1ih century philosophy - ask for some background. If you are lost, just ask questions

and help the client clarify the explanations. Generally the client will be very happy to discuss the
project. Encouraging clients to articulate their ideas helps them think through what they are saying and
how they are, or perhaps should be, saying it. And, frankly, you do not need a firm grasp of economics
to help a client work on his/her project. His/her grasp of language in the document should help you
understand the topic. We all have a comfort level- but don't be afraid to reach beyond it.
Not Doing a Session - The only legitimate reason for not doing a session is ifthe client brings
in a draft for a class you are also taking. In this instance, let a member of senior staff know right away
so the session can be switched to another consultant.
If you are uncomfortable working on a paper of a particular topic, talk to Gail or Jodie. While we will
do our best to accommodate you, this may not always be possible. Remember, your job is to act as a
prepared reader/responder, and as such, you are providing feedback that may help the client understand
that not every audience will agree with his/her position. See the "Grin and Bear It" article, located in
the articles section of your binder, for tips on how to do this.
Exams - Unless we have explicit permission from the instructor or department, if a client
comes in with an exam, we may not talk about content or idea development and support, citations, etc.
You cannot even tell the client whether the ideas make sense or are well organized. You may only
discuss grammar and mechanics and identify general problems with citation style. If there are
exceptions for some classes, Jodie or Gail will notify you.

Feedback forms
NOTE: The feedback forms are necessary for our recordkeeping purposes (for our annual
database and ultimately our funding reports), so it is very important to complete all of the information
correctly. If Jodie and/or Gail have to take the time for find the information, it needlessly extends the
data entry process. Additionally, if the client needs a copy for proof of the visit, it is important that the
information accurately reflects the session.

Tutoring]lrocess
by Ildik6 Carrington
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Have the client sum up what s/he wants to accomplish in the draft and how s/he has
developed it. You will often find the client has more specific concerns and questions than
those indicated on the feedback form. It is a good idea to prompt the client to discuss what
s/he feels the draft's strongest points are. If the client says "everything needs help!" try to
get himlher to narrow down his/her biggest concerns.
Ask the client to read the draft or parts of the draft aloud. While reading, the client should
recognize how to take ownership of his/her own draft. Often the client will find and correct
editing problems independently so you do not have to point them out. Then you can spend
more time on higher-order concerns, such as development, organization, revision of
confusing passages, and audience awareness. We ask clients to read aloud so they can begin
to recognize and catch the types of errors being made. Generally, when we read silently on
a computer screen or a hard copy, we miss a lot of mistakes.
As the client reads, take short notes on your copy of the draft (if you have one ). You may
decide to stop at the end of each paragraph, each page, or you may have the client read the
entire draft depending on its length and the length of the session. Your notes will help you
focus on the client's concerns (e.g., "You were worried about organization. I noted that I
could follow your main idea for the first three paragraphs, but I became confused in the
fourth paragraph and got lost in the fifth. Maybe we should return there and see what is
happening.").
Try to prompt the client to talk about the concerns you see in the draft rather than pointing
out directly what you think needs work. Asking questions helps the client become involved
in critical reading and thinking - e.g.
o What was your intended purpose?
o Why did you choose that quotation?
o How do you think someone might disagree with your point here?
o Which of your sources might help you to support this idea?
o How could you further develop this idea?
o Where in the draft might it be more effective to ask these questions?
o Who might benefit from reading this paper when it is finished?
o How else could you say this?
o What connections could you make between paragraphs? sections?
o What might be a more effective word choice? tone?
Always encourage the client to write notes, outlines, ideas, etc. The client should leave the
conference with something s/he can refer to later. However, if the client is not writing
anything, stop writing and put down your pencil. DO NOT UNDER ANY
CIRCUMSTANCES MAKE A COpy OF THE UWC DRAFT FOR THE CLIENT
OR GIVE YOUR NOTES TO THE CLIENT! THEY ARE THE PROPERTY OF
THE UWC (CONSIDERED WORK PRODUCT) AND ARE USED TO MONITOR
HOW WELL WE DO OUR JOBS.
If you do not know the answer to a client's question, ask another consultant or check the
UWC resources. We have all been stumped - and the best way to figure something out is to
ask! No one expects you to know all of the answers - and sometimes, if you talk over a
drafting problem with the client, you can figure it out together. Asking questions models
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writing as a collaborative process. Remember it is better to seek out an answer than give a
wrong one!
It is important to help a client talk about what s/he knows or has read when creating the
document, especially if the draft deals with a subject area or discipline you are not familiar
with. In explaining the ideas/concepts to you, the client may think about how to develop
and/or improve the document.

Tips for a successful session
by Megan Worth
A wide variety of students and even faculty within the numerous disciplines come into the
UWC on daily basis. Our diversity of clients essentially works to ensure that you never quite know
what to expect. This can be especially nerve-wracking. So here are a few tips for helping your sessions
run more smoothly.
• Try to establish a friendly rapport with your client at beginning of the session. First time
clients are often nervous because they don't know what to expect. It is important to put
them at ease. Even when someone has been here countless times before, establishing this
rapport will go a long way.
• Collaborative interaction is key in the UWC. Reading aloud helps this type of interaction
greatly goes a long way towards involving both of you. Engage your client as much as
possible - after all, it is their draft! Prompt them when you see good opportunities. Ask
your client: "How would you reword this sentence? How can you reword this idea to make
it clearer?" Above all, do not sit there and do all of the work for them. You are not here to
fix their papers - you are here to help them improve their writing.
• Do not let your client make you feel like you cannot help them. You wouldn't be working
here if you weren't capable! Additionally, do not be afraid to consult other resources:
another consultant, handout, book, etc. Your client will appreciate that you are making the
extra effort to answer their question. It does not reflect badly on your skills as a consultant
at all.
• Prepare yourself for the possibility that your clients think they can keep the copy you are
writing on. Head off a potentially disgruntled client by explaining our policy at the start of
the session - and do not be surprised if you have to repeat yourself sometimes. Be firm.
Clients will often engage in the session more if they know from the start that they will only
have their copy and notes to use later.
• If your client wants to focus on something in particular, but you notice another more glaring
concern, tell himlher. If s/he wants to work on grammar, but the organization of the paper
leaves you lost, it is often beneficial to shift direction. Make sure that the big picture is in
order before narrowing the scope (sometimes, this may mean recommending the client
come for another session).
• Do not hesitate to model a change for your client, but do not help himlher with the changes
verbatim. Phrasing that works well could be: "You could say something along the lines
of ... " Clients will often catch on when you model a change and will apply it beyond that
one particular circumstance. If the clients try to be sneaky and have you repeat your
suggestions so they can write it down word-for-word, engage them in their own
modifications instead of simply giving in.
• As the session time starts to run out, keep an eye on the clock (try sitting where you can
directly see it). It is often helpful to tell your client that you have _ minutes left.
Sometimes they have something in particular they will want to look at before the session
ends. It also alerts them to the session's impending end and erases the surprise of "Time's
up!" and the begging to just finish one more paragraph.
• It is not likely to happen often, but from time to time, clients are difficult and it may get to
the point the session comes to a standstill. Difficult clients have, sometimes, even asked if
they can work with someone else. If this happens, do not panic. Go find Gail or Jodie and
see what you can or should do.

Helping clients become better
writers
Talk about Clients' Specific Concerns - While many of our clients are unsure of what their
writing issues are, many of them DO know and may have been having these same problems for years
without ever being taught how to correct them. If a client, even casually, says that s/he has never
understood how to use a comma or always confused their/there/they're, this is an opportunity for
learning. If a client comes in and says "I don't know how to write a thesis statement without using 'I,'"
this is an opportunity for learning. Sometimes it's as simple as not knowing the difference between the
plural and possessive; sometimes it's as big as not understanding what an argument consists of, but if
we don't ask or don't listen, we'll never know. Anytime clients express a concern over a specific area,
we can help them improve in that area, we can give them more confidence in their writing, and we can
help them to become better writers.
Encourage Continued Learning Outside the Center - Along the same lines, if clients have
trouble with run-on sentences, encourage them not only to come back to the center to work on their
run-ons but also to do some of that work on their own. To this end we have a number of helpful
handouts in your binder. Every once in a while, you get a client so excited s/he has finally figured out
a concept that s/he does go home and work on it more. Additionally, handouts work well for people
who like condensed forms of reference. A handout on run-ons might be consulted over a grammar
book that might be thick and intimidating. Our handouts on transitions and citations also act as this
type of reference and encourage good scholastic behavior. The clients can look up what they need to
know without having to do it in a book that might be confusing to them.
Repeat Tutees: Ask Them to Demonstrate Previously Learned Skills - One of the true joys
of tutoring is working with repeat clients: people who come to you week after week. It is in these
clients that you can see progress and can witness better writing over time. One of the best ways you
can help them in the context of the session is to casually ask them to demonstrate skills that they've
learned in other sessions. You can say things like: "Remember when we talked about comma splices?
I see two in this paragraph." Reinforcing previously learned concepts and having them demonstrate
their new skills gives them practice so they eventually become habitual. Internalizing writing rules
makes better writers.

Non-standard sessions
Walk-Ins - If you are the scheduled Walk-In consultant, treat it as you would any other 25minute session. However, be especially conscious oftime, as usually when there is one walk-in, there
are many. Please do not go over time, even ifno one is waiting. If your client needs more assistance,
help himlher to make another appointment, and be sure to provide a copy of our brochure with our
phone number on it.
Online - Online sessions are an entirely different breed of cat (see the following page for the
online tutor's cheat sheet). The fact that the tutee is not sitting right in front of you can make it both
easier and more difficult. You may be able to just whip through and explain the concepts they need to
learn and throw some examples at them, but you'll never know if they understand those concepts or if
what you told them made sense to them. Essentially, online submissions are just client papers like any
others, but there are just a couple things to keep in mind while commenting on them.
1. You shouldn't really spend more than 20 minutes reading and assessing an online submission.
Online submissions are only supposed to be 3 pages; if you receive one that is too long, stop
when you get to that point and explain that you did so. Encourage them to come to the center.
2. Try to identify between one and three things to discuss: either major problems or frequent small
ones. Just like a regular session, start with higher-order concerns and progress to lower-order
ones. Give examples.
3. Be tactful in your discussion. It is easy to misunderstand someone's tone over email, so when
responding, remember that the client might not get ajoke or sarcasm. Be honest but tactful.
Finally, you need to have either Gail or Jodie log you onto the email to send your response.

Online tutoring tiw
by Ellen Thornton
We know that online sessions can sometimes be a bit of a challenge. After all, it's hard to know
exactly how to respond to someone who isn't there to discuss his/her writing! The tips offered below
were brainstormed by your co-workers and have proven to withstand the angst of tutoring online.
To make the process easier:
1) Limit your reading time to 20 minutes and read quickly.
2) As you read, make notes for yourself on the draft. You won't have time to go back and re-read.
When you get to 20 minutes, stop - no matter how much (or little) you get through.
3) Take 10 minutes to compose a response in a word document. Ask Jodie or Gail to log you on to
the UWC account and paste your message into the email and send it off.
4) We don't need to review what you work - we trust you and the advice you give.
To make composing responses easier:
a) Choose 1 or 2 higher order concerns (lack of thesis statement, poor organization,
plagiarism, etc.) and focus on those in your comments.
b) Feel free to provide a link to the OWL or a similar online source the student might find
helpful. Ex.: I noticed you have several mistakes concerning AP A in text citations. If
you visit http://uwc.niu.edu and click on handouts. you 'llfind a helpful APA
explanation.
c) Model a change for a student (i.e. In paragraph 2, the sentence that begins "According
to recent research on guinea pigs the average life span is 7.6 years" - you lack a
comma after the introductory phrase - "According to recent research on guinea pigs,
the ... " Keep an eye out for places where you need this type of comma). If you model a
change once or twice, you are not helping the student plagiarize. You are offering
suggestions for (in this instance) comma usage.
d) If you think the student would benefit from an in-person session, by all means suggest
this in your response.
e) Even though we ask for an explanation ofthe assignment, we don't always get one. In
this case, do the best you can. Mention in your comments that lack of an assignment
prompt makes your comments general in nature.
f) Don't forget to sign your name at the end of your response.
Keep in mind that your responses during online sessions really will be much more general than you
can provide in a face-to-face session. That said - make sure you do not do the following in your online
sessions:
X stress out about not getting to everything (you generally won't and that's okay)
X edit
X read longer than 20 minutes or spend longer than 10 minutes composing your response
X freak out when you realize your online submission is 15 pages printed out. It states very clearly
on our website that online submissions should not be longer than 3ish pages and that we'll only
spend 30 minutes per draft
If you have any questions or concerns about responding to online submissions, please don't hesitate to
ask Jodie or Gail for help and/or advice!

Problems
Resistant Clients - Sadly, there will always be those clients who are resistant to tutoring for a
variety of reasons: they feel they do not need help, they feel stupid or embarrassed, they resent being
required to come, or they feel it's a waste of their time. Generally, these sessions can be very
frustrating experiences for consultants, but it is worth keeping in mind that the clients may not
understand the process. Thankfully, sometimes we can identify these situations and still have a
productive session.
Identifying Resistance: You will be able to easily spot the following resistant client traits:
• they do not take notes,
• they don't speak or are argumentative,
• they talk excessively about things not related to the session or to writing in an attempt to
distract the tutor, or
• they ask the tutor to do their work for them.
All of these behaviors are obviously contradictory to a productive session, but also to our mission as
consultants. So what can we do about them?
Handling Resistant Clients: There are a couple of tricks you can try to draw out resistant clients.
• You can try talking of other subjects besides school for a bit and then try to casually bring
them around to the subject of their paper.
• You can try a version of the silent treatment: ask the client a directed question and silently
wait them out until they answer.
• You can be forward: tell them you feel like the session could be going better and ask them if
there's anything wrong.
• You can gently remind them that this is their paper and their grade on the line, and while you
want to help, you can't do that unless they participate.
• Finally, you can always offer to reschedule. Let them know that you understand that it's hard
to be productive some days. If you do reschedule, also let them know that their next
appointment doesn't have to be with you.
Ultimately, it is up to you to decide what technique you think will work best in a given situation, and it
is your decision how best to use your personality, kindness, and/or sense of humor to help. If you do
encounter a resistant client (and everyone does at some point), please talk to your mentor, Gail, or
Jodie to get the experience off your chest.
NOTES:
1. If someone is openly hostile, verbally or physically harassing, or otherwise threatening
you, be it client, peer, teacher in the smart classroom, please let Gail or Jodie know right
away.
2. If the client tells you s/he is only interested in the getting the feedback form and does
not actively participate in the session, write the following statement on the feedback
form prior to copying/stamping the form: "The client was only interested in securing the
feedback form and was not actively engaged in the tutoring process."
3. Further tips for dealing with resistant clients can be found in the following articles
"Talk to Me: Engaging Reluctant Writers" and "Telling Tutor Tales," which are
included in the article section of your binder.
Plagiarism - If you suspect a client has plagiarized (often you will notice a tone change and a
change in the level of language in these cases), address the concept openly WITHOUT MAKING AN
ACCUSATION. You can simply ask, "Are these your words and ideas are they based on some of your

research?" Most clients don't intentionally use other peoples' work, or sometimes they simply don't
understand the rules of citation. This is something we can definitely help them with - and it will help
them all throughout their college career. Technically, the client has not committed plagiarism until the
document is turned in for a grade; therefore, we cannot tum him/her into his/her instructor/professor.
We can, however, help the client learn how to document accurately and explain (not threaten) the
potential consequences for the first offense: minimally failure ofthe assignment and possibly failure of
the course, with documentation submitted to the Judicial Affairs Office as part ofthe client's
permanent record. If it is not the first offense, the client will probably be academically dismissed from
NIU.
For future reference, the NIU ENGLISH DEPARTMENT'S
representative sample for the university in general.

STATEMENT ON PLAGIARISM is a

NIU English Department's Statement on
Plagiarism
Clients faced with the task of writing a paper are sometimes tempted to borrow facts, ideas, or phrases
from other writers as an aid to their own expressions. While it is possible to do this in an acceptable
manner, the beginning writer in particular should be aware of the dangers of straying into the area of
plagiarism. PLAGIARISM, SIMPLY DEFINED, IS TAKING SOMEONE ELSE'S WORDS OR
IDEAS AND REPRESENTING THEM AS BEING YOUR OWN. It is specifically prohibited by
University regulations, which state:
Good academic work must be based on honesty. The attempt of any client to present as his or her own
work that which he or she has not produced is regarded by the faculty and administration as a serious
offense. Clients are considered to have cheated if they copy the work of another during an examination
or tum in a paper or an assignment written, in whole or in part, by someone else. Clients are guilty of
plagiarism, intentional or not, if they copy material from books, magazines, or other sources without
identifying and acknowledging those sources or if they paraphrase ideas from such sources without
acknowledging them. Clients guilty of, or assisting others in, either cheating or plagiarism on an
assignment, quiz, or examination may receive a grade of F for the course involved and may be
suspended or dismissed from the university. (Undergraduate Catalog, p. 47)
The essence of plagiarism is theft and misrepresentation. One who plagiarizes is attempting to get
credit, in the form of a grade, for someone else's work; in effect, he or she is doing the same sort of
thing as copying another person's answers on an exam. Thus guilt or innocence in plagiarism cases is
not a matter of how much material was stolen or what the motives of the thief were. Any material
which is taken from another writer and presented as if it were the client's own original work comes
under the prohibition.
Specifically, the following are examples of plagiarism:
1. A paper or assignment actually written in whole or part by another.
2. A paper or assignment copied word-for-word or with only minor changes from a book, magazine, or
other source.

3. A paper copied in part from one or more sources, without proper identification and acknowledgment
of the sources.
4. A paper which is merely a paraphrase of one or more sources, using ideas and/or logic without
credit, even though the actual words may be changed.
5. A paper which quotes, summarizes or paraphrases, or cuts and pastes words, phrases or images from
an Internet source without identification and the address of the Web site.
Notice numbers 2, 4, and 5. Direct quotation is not the only kind of plagiarism. Taking someone else's
ideas, judgments or logic, even if you put them in your own words, is as unacceptable as stealing the
words.
This does not mean that outside sources may never be used. Some subjects and some assignments
require research and the quotation of other writers' work. But all such use of outside materials must be
properly identified, through quotation marks, internal citations, endnotes, and/or other accepted ways
of acknowledging such borrowings. It is not the use of an outside source that is wrong; it is the implicit
claim that any material obtained in that manner is in fact original.
Nor does this mean that every single fact that you learn from some outside source must be
documented. Material which is general knowledge or generally available from many sources (such as
dictionary definitions, familiar historical facts, and the like) need not be identified; a reader assumes
that you got the information somewhere. In most courses, facts drawn from the textbook in that course
(but not the author's judgments or conclusions) are fair game. But it is always better to err in the
direction of over-acknowledgment: when in doubt, identify your source. Better yet, unless the
assignment requires research, rely on your own knowledge, ideas and words.

Interpersonal relations
in the UWC
Clients and You - The consultant/client relationship is a unique one. You are their peers, not
teachers, but still you are imparting knowledge to them, and at times that can feel strange - especially
to clients who are required to come here. You can alleviate this awkwardness basically by being
yourself - open and friendly - but at the same time, professional. You do not have to reveal any
personal information about yourself other than your name. If you'd like to use yourself as an example,
however, to illustrate a writing concept, and if it is appropriate, that is your prerogative. Similarly,
while you want to listen to your clients' needs, and sometimes it is helpful for them to get some things
off their chest, you are free to guide the conversation to the task at hand (writing) at any time.
Sometimes conversations that are not about writing can help break the ice, loosen clients up, or help
them refocus their ideas, but at the same time it is important to remember why you are both there.
There is information in this binder on what to do if a client is resistant to tutoring. If a client tries to
discuss inappropriate things with you, threatens you, or makes you uncomfortable, see Gail or Jodie
right away. You will be asked to document the experience - minimally for UWC records and perhaps
for the Judicial Affairs office.
Teachers and You - There is an invisible third person present at every session, the client's
teacher. It is s/he who gave the assignment and s/he who will be judging the work. Often, we are
required to interpret the teacher's assignment, meaning, handwriting, etc. for the client. Remember
NOT TO CRITICIZE the teachers, their comments, or an assignment. That limits their credibility in
the eyes of the client and will, in turn, lessen the effort that client will put into assignments. Do your
best to help the client fulfill the assignment based on your own knowledge of what has been assigned.
If the client is confused by a concept or forgot to write down something the teacher said, encourage
himlher to check the Blackboard or WebBoard, to email the instructor, or to drop by during office
hours. Again, helping clients become successful in college includes encouraging good scholarly
behavior, and developing relationships with their professors is one very good way of doing that.
Fellow Consultants - As was mentioned at the very beginning, you all have some special
qualities in common with each other or you would not be here - a love of writing, the desire to help
others, the understanding and compassion it takes to do so, and a comprehension of how important
writing is to success in college. Because of those similarities, we hope that you will all be able to get
along and that some of you may develop life-long friendships, but all we ask is that you be courteous,
respectful and kind to your fellow consultants. If there are any disagreements among you, please see
Gail or Jodie to discuss it.
Gail and Jodie - Please feel free to come to us with any questions at any time - even if we are
in a session. We are nice. We care. And chances are at least one of us has been there.

Workplace morale
by Megan Worth

Lessons from Fish!
"There is always a choice about the way you do your work, even if there is not a
choice about the work itself."
Workplace morale is a tricky thing - it frequently ebbs and flows. Even the UWC is not
immune to this. However, in our jobs as consultants, we need to do all that we can to keep morale high.
Attitudes are infectious, and if we seem less than thrilled to be here, our clients may begin to act the
exact same way! A potential morale buster at the UWC is feeling ineffective. Perhaps you've had
several lackluster sessions in a row that leave you feeling like nothing more than a "tutor-bot." Maybe
you're going through a period in which you feel shaky about your abilities. Either way, with low
morale, you have the very real potential to be a less effective consultant.
It is difficult to maintain enthusiasm sometimes, especially if it has been a long day and you are
starting to feel burned out on session after session. It is easy to feel this way; however, as noted in
Fish!, it is extremely important that you remain present and fully engaged in your work. Do not
become a consultant who is only half there during a session. Your client is likely to notice, and even if
s/he does not, you will know the difference.

"Create energy and goodwill."
One great thing about the UWC is the atmosphere. This is a huge morale booster because a
place with life in it is, by far, a more enjoyable place to work. It is hard to beat a work environment
where you are among friends. When you like coming to work, it reflects in all facets during your shift.
Time will pass quickly, and you will value what you are doing more. You can be serious at work and
still have fun at work. When you balance the two, your morale is likely to stay steady and high.

Lundin, S. C., Paul, H. & Christensen, J. (2000). Fish! New York: Hyperion.

Mentoring and being mentored
Each new tutor will be assigned a mentor, an experienced tutor. This person will be the one
you can ask questions, vent to, and/or tap for resources throughout the semester. In reality, we are
ALL available for such things and you should never hesitate to ask us, but if you would like a go-to
person who is familiar with your strengths and weaknesses as a tutor, then your mentor will be there.
Initially, the new consultant will watch sessions performed by the mentor and other UWC consultants,
and then s/he will be observed conducting a session. After training and discussing the session with the
mentor, the new person shall be "loosed upon the public at large."©
New consultants will meet with their mentors on a weekly basis the first semester and will
write a status report. You and your mentor can go through the following mentorship agreement
together.

Meetings
We will have meetings this semester covering various topics relating to the tutoring of writing.
Consultants are required to attend. These meetings will also serve as a forum for discussing problems
we've encountered in our sessions: how to draw out that quiet client, identifying the most effective
brainstorming technique for your client, what to do when you feel rushed, etc. Because of differin
schedules, we will hold each of the meetings twice - once on
You may decide which day you'd like to attend, but you must attend. The tentative schedule for
meeting to ics is as follows:

Tutor development
by Megan Worth
While working in the UWC, new consultants may discover something - tutoring helps the
consultant develop as a writer as well. We spend countless hours each semester tackling a large variety
of papers. We often encounter things that we never would have thought about otherwise and discover
new methods of writing, researching, etc. A great deal of this development comes from the
collaborative nature of our sessions. We may be tutoring our clients, but whether we realize it or not,
we often learn something from them. Maybe you will find a new way to organize your ideas or perhaps
you will see a new method for revision. According to a writing consultant at the University of
Missouri-Columbia:
The variety of writing processes and thinking processes that peer writing tutors see offers a
chance to reconsider our own methods as students ... Undergraduate tutors and writing centers
have a mutually beneficial relationship: writing centers offer peer tutors a variety of
experiences that can aid their development as students, and undergraduate tutors bring a useful
dynamic to the writing center from their experiences in the classroom.

1

A writing consultant from Duke University noted, "I am certainly more consciously aware ofthings
like organization, paragraph structure, and reader-centered prose. Things that were once mostly
intuitive for me I can now think about more objectively as I revise, imagining my reader instead of
focusing only on what I want to say.,,2
Being a UWC consultant places you in a unique position - you can, quite literally, see things
from both sides of the table. Take advantage of it!

I Jennifer

Kimball, "I'm a Student, I'm a Tutor, I'm Confused!" Praxis: A Writing Center Journal. Spring 2007: Volume 4,

Issue 2.
2 "Consultant Spotlight." Praxis: A Writing Center Journal. Spring 2007: Volume 4, Issue 2.

Employee performance documents
Self-evaluation

At the beginning and at the end of the semester we will provide self-evaluation forms that will ask you
to evaluate yourself as a writing consultant. The initial reflection is to identify any areas you think you
would like to work on throughout the semester. The final reflection, obviously, is your assessment of
your performance throughout the semester, including those ideas you wanted to investigate, improve,
work on, etc. You should definitely all be able to confidently and honestly spout your virtues by the
end of the semester (even if you are hesitant at the beginning of the semester) because if you HAVE
had any problems, you will have discussed them with your peers, your mentor, or Jodie or Gail and
figured out the best way to handle any concerns. ©

ObservationINIU work performance report
At some point during the course of the semester, you will be: observed by Jodie, Gail, or a designated
graduate assistant. This isn't meant to be scary, threatening, or Big Brother-ish; it is simply the best
way to
•
•
•

accomplish three things:
to see how effective our training is,
to see ifthere are areas we need to discuss with you personally,
to see if the level of tutoring is fairly consistent from tutor to tutor.

Policy violation
On the rare occasion that a UWC policy is violated by an employee, a formal written report will be
drafted. After three written violations, the employee will be terminated.
NOTES:
1. See the next pages for copies of the employee performance documents
2. Copies of any and all documents will be given to the consultant as well as kept in hislher
UWC personnel folder.

Special proj ects
There are a number of special projects and services that the Writing Center offers for
consultants interested in participating/leading. These include
• we Service Presentations - In which the consultant goes to individual classrooms
armed with knowledge and brochures to introduce the UWC to a whole new batch of
clients. If you love the UWC and think you can confidently speak of its virtues in front
of a large group, please see Gail or Jodie to volunteer.
• we Seminarsffopic Focused Presentations - Periodically throughout the course of
the semester we will be giving seminars about topics that are of frequent interest to our
clients: how to write resumes/cover letters, how to write a statement of purpose, what
belongs in a personal statement, what an AP A paper should look like, and things of that
nature. If you have special knowledge of these or any topic you think would be helpful
for our clients and if you are interested in sharing that knowledge, please see Gail or

•

•

•

Jodie.

Newsletter - We will produce the University Writing Center Compendium, the UWC
newsletter, twice a semester. You may be asked to contribute, individually or
collaboratively, an article, drawing, etc. Melissa is our resident editor.
Handouts - It is helpful to have a collection of handouts (hard copy and/or electronic)
to share with the staff and the clients, so from time to time, you will be asked, or you
could volunteer, to develop information that explains some facet of writing in a
particular genre or disciplines or tips on how to navigate components of the writing
process.

TAILS _ Some ofthe UWC staff has been making weekly trips to TAILS, the local
humane shelter, to play with the animals and to write their adoption bios. You might be
interested in joining the group. If so, see Jodie.

The front desk
We try to have a student receptionist at the front desk at all times, but sometimes it is impossible. That
means whoever is free should sit there to help out by making appointments and answering the phone.
The desk should not be unattended. If you are working at the desk and a client comes in for you,
attempt to find someone free to cover the desk at that time. If all else fails, we do have voicemail.
Making Appointments and Adding Clients to the System - If you are working the Front
Desk, the most frequent question you will be asked is "Are there any appointments available for such
and such date?" This is a very easy thing to find out. Our calendar will be open on the front desk
computer; if not, see the Customer Appointment icon on the desktop. It will show a breakdown of the
current day and who is available (see image). If you need a different day, simply go to the calendar in
the left-hand sidebar and click on that day (however, please remember to click back to the current day
when you are finished).
To make an appointment for someone who is ALREAD Y IN THE SYSTEM: Right click on the
time they are interested in coming, click on "add appointment" from the pop-up menu, locate the client
in the directory (type in the beginning ofthe first or last name ifs/he has been there before and ~.
highlight the name) and make sure you insert the correct time (30, 60, or 90 minutes). NOTE: A 90
minute appointment requires permission from a senior staff person or the person conducting the
session and is limited to graduate students and/or faculty. Finally, in the "notes" section, type what
the client is working on and confirm the appointment (see screenshot of the appointment calendar).
If a client is NOT IN THE SYSTEM (ask, to be sure - if they haven't been in since June 16,2008, then
they aren't in the system), click on the "add client" button in the top left hand comer ofthe spreadsheet
screen (see image), then fill out the information requested by the pop-up. After you've added the
client to the system, feel free to make the appointment for the time they've requested (if it is available).
Confirm the appointment and make sure you remind him/her to bring two copies of whatever s/he is
working on and whatever the teacher gave to aid in explaining the assignment.

Answering the Phone - If the phone rings, answer it in the following manner "University
Writing Center this is (insert your name), may I help you?" If the caller is seeking an appointment,
follow the same procedures as above.
Taking Messages -If the caller is looking for Gail or Jodie and neither is available, just take a
message and leave it in the mail pouch on the main office door. If you take a message for anyone else,
put it in the appropriate mail pouch on the kitchen door.
Retrieving Messages - Ifthe voicemaillmessage light is blinking, pick up the receiver, press
the message button, and, when prompted, enter the mailbox code "#" and the password "123456#."
Then take the messages and disperse them as needed (to appropriate mail pouches) or return the call to
schedule requested appointments.
Greeting Clients and Alerting Consultants - Although we do have student receptionists, it
may be necessary for you to staff the front desk. Working the front desk makes you the first person
clients see when they come in. Greet them, be nice, and ask if you can help them. Ifthey need an

appointment, follow the method above; if they already have an appointment, ask them to sign in, give
them a feedback form (the long form for new clients, the short form for repeat clients), and let their
consultant know they've arrived.
Filing _ Occasionally, you may be asked to file folders of client records. The drawers are on
the wall between the Graduate Assistants' office and the kitchen, are in alphabetical order, and are
marked with the letters contained therein. File the documents in the back of the folder, so they remain
in chronological order within the folder.
Walk-In Policy - If you are working the desk and a walk-in time is on the schedule, determine
how many slots are available. Since each walk-in slot can only be 25 minutes, a two hour scheduled
walk-in time will consist of four spots. When clients walk in, put their name on the sign in board. The
biggest rule for walk-ins is that those interested in a walk-in appointment cannot leave the center after
they've been put on the list - otherwise it is not a walk-in anymore! Some clients will choose to wait
long periods of time for a walk-in appointment; these clients can use the UWC computers (if any are
available), crash in one of the chairs, or work at one of the tables in the back (if any are available), but
again, they may not leave and come back!

Miscellany
General UWC information
•

Writing Center Hours > The Writing Center is open from 8:00 a.m. to 8:30 p.m. Monday thru
Thursday. We are closed on Fridays and during school holidays.

•

Phone Number - Our main phone number is 815-753-6636. The office number is 815-753-4499.
Our fax number is 815-753-411l.

•

Web Address - Our web address is http://uwc.niu.eduJ and our MySpace and Facebook pages can
be accessed from the website. Online submission information, directions to the UWC, contact
information, and helpful handouts are also found there.

•

Where We Are Located and How to Get Here - We're located in Stevenson South, Tower B,
Lower Level.

•

Directions from 1-88 with a parking pass - Exit at Annie Glidden and go north to Lincoln
HighwaylRoute 38. Turn left and pass by Dollar Video, Taco Bell and several apartment buildings.
At the water tower, turn right onto Stadium Drive. The road curves to the right. Take the first left
onto Stadium Drive West and drive north. Yellow, blue, and brown permit parking is allowed on
the east side of the street. Blue and orange parking is allowed in the two lots. (Blue permits may
park in orange spaces.) We are in Stevenson South - the series of white towers north of the
baseball fieldlbasketball courts.

•

Directions from north with a parking pass - Take Annie Glidden Road south to Lucinda. Turn
right on Lucinda. At stop sign (a T-intersection), turn left and follow the road around the football
field to Stadium Drive West. Turn left on Stadium Drive West. Yellow, blue, and brown permit
parking is allowed on the east side of the street. Blue and orange parking is allowed in the two lots.
(Blue permits may park in orange spaces.) We are in Stevenson South - the series of white towers
north of the baseball fieldlbasketball courts.

•

Directions for those without parking permits - Unless a client has a parking permit, parking can
be somewhat of a challenge on this side of campus. Therefore, we suggest that, when possible,
clients should park in the Visitor Lot (near the Library) and take either a Circle Left or Circle Right
bus from the west side of the Student Center to get to Stevenson South.

•

Smart Classroom (SSWC) Rules - No food or drink (including coffee and water) are allowed in
the classroom. We appreciate your help in keeping an eye on this. Although there are signs posted
everywhere about this rule, students and faculty still like to think it doesn't include them. It does.

•

Computers - If you look around, you'll notice that we have quite a few computers in the UWC.
These are for you to use with your clients, but you are (of course) free to use these as long as no
client is waiting for one. We do ask, however, that if you are on the internet, please use common
sense as far as the content of the websites you are visiting.
Do not download materials to these computers, unless you are working with an emailed document.
In this case, if you just save the document without designating a specific place for saving it, it will

save as a template and
When you are opening
is one on the desktop),
Once it is successfully
•

be extremely difficult to retrieve, even if you have revised or edited it.
an emailed document, save it to the desktop or to the student folder (if there
work on the document, and then minimize it while resending it in an email.
sent, close the document and drag it to the trash.

Printers - We do not have printers for client OR tutor use. There is a 24-hour computer lab on the
other side of the stairs. To print in the computer lab, clients will need to have an NIU OneCard to
swipe before retrieving the printed documents.
NOTE: We do not have any control over the computer lab - including the printers. On rare
occasions, we have gone over to help a client figure out a problem. But is it very rare.
Copiers - We do not have a budget to make copies of consultants' or clients' papers or non-UWC
documents. If you want to make copies of some of the handouts in this binder to give to the client
or copy the feedback form for the client's professor, then the copier in the main room is available
for such purposes.

•

Telephones - Because we have to start keeping better records of our long
phone calls, we have instituted a phone log (next to the main computer on
you make or return a call that is either long distance or off campus, please
information. Please do not make personal long distance/off campus phone
phone.

distance/off campus
the reception desk). If
fill in the Phone Log
calls from the UWC

•

No-Shows and Late Tutees - The UWC No-Show Policy: If a client misses three appointments,
without calling to cancel, s/he may only use the walk-in services for the rest of the semester. If a
client is more than five minutes late for a 25 minute session or 10 minutes late for a fifty minute
session the appointment may be cancelled - especially if there are people waiting or we are very
busy. These policies are posted in the center, but may need to be explained to clients from time to
time.

•

Exams - If a client comes in with a written exam, we cannot discuss ANYTHING but
grammar/punctuation. Any discussion of content, theses, organization, etc. is not allowedotherwise we are the ones taking the test! If there are exceptions, Gail or Jodie will let you know.

•

Paperwork - Feedback forms (and the correct completion of them) are the consultants'
responsibility. If a client is new to the center (or has not been in since the beginning of summer
school of the current academic year), s/he needs to fill out the long form; ifs/he has been in during
the academic year, s/he can fill out the short form. Before your client leaves, make sure that all of
the information on the feedback form is filled in - teacher's name, course information, etc. This
helps us understand who is using the center and why - think funding and saving Jodie and/or Gail
data entry time.

Personnel Information
•

Checking Your Schedule - Finally, as mentioned at the very beginning of this information, it is
your responsibility to know when your clients are scheduled and to be prepared for them, so check
the schedule, and check it often.

•

Down Time - Occasionally (especially near the beginning of the semester), there will be time
when you are scheduled to work that you don't have clients. In this event, ask if there is anything

that needs to be done; we may need help at the desk, with filing, in the kitchen, or in creating
handouts, newsletter articles and/or seminars! If it is a really slow day, feel free to do your
homework. In fact, consultants hard at work studying is a good scholastic behavior to model for
our clients.
•

Calling In Sick/Emergencies/Coming Late - We understand that everyone gets the sniffles, gets
stuck in traffic, has family emergencies, and sometimes just spaces out. And while we try to be
accommodating in these circumstances, please be aware that sometimes it simply isn't possible. If
you are sick or going to be late, by all means call and we will try to shuffle your clients to other
consultants, but know that you are ultimately responsible for covering your shift if we can't make
enough adjustments.

•

Leaving work - If you are a peer consultant or a student receptionist, make sure you write in your
hours on the time sheet before you leave work every day. This will help immensely when it's
payroll time.
If you used any dishes, etc. in the kitchen or brought them into another area, please clean up
before you leave. You might also browse the appointment schedule to see what your next work day
looks like.

•

Leaving early - If you finish early, do not just leave without first asking if there is anything you
can do (walk-ins, online sessions, filing, reception, etc.). Chances are good that we will let you
leave early, but do not just disappear. Make sure your time card reflects the time you actually
leave.

•

Mailboxes - Your personalized mail pouches are located on the kitchen door, alphabetical by your
last name. Please check them frequently as that is where you will find your payroll information
and, of course, unbelievably important memos, notes, etc.

•

Payroll- Pay periods are from the 1st of the month to the 15th and the 16th to the end of the month.
Paydays are the 15th and the last working day of the month, or whatever working day is closest to
the 15th and end of the month. (Good luck figuring that out)

•

Kitchen Stuff - Feel free to use what you need to in the kitchen, but PLEASE clean up after
yourself. That means doing your own dishes, wiping up spills on the counter or in the microwave,
and turning off the oven and coffeemaker when you are finished using them. Do not let your food
sit in the fridge until it becomes a science experiment. We're a writing center not a chemistry lab! !!
Also do not put food down the sink. The garbage disposal does not work, so the sink will back up
(not a pretty sight and not worth the plumbers rolling their eyes at our inability to follow
directions). On the plus side, the coffee and tea and miscellaneous foods on the shelves are for all
to share, so help yourself!

•

Problems/Concerns/Gripes - If at any point you have a problem of any kind, either with a coworker or a client, you should contact Gail or Jodie immediately. Our door is always open (unless
it is closed, in which case knock first please). We take your concerns seriously and want to do what
we can do to ensure a positive, friendly, and professional workplace.

Frequently asked questions
1. Where are yo'u located? We're in Stevenson South, Lower Level, toward Tower B. There are
signs in Stevenson to help locate us.

2. How much does it cost? Nothing. It is free!
3. Do I need to be an NIU student? Students, faculty, and staff must be connected to NIU. If it
someone from the community inquiring, a member of the senior staff needs to take the call sometimes we do make exceptions.

4. Can you answer a quick question over the phone? Simply state that we have a policy
against tying up the phone line answering session-related questions. Try to get the caller to
schedule an appointment or have himlher send the question via online submission or visit our
MySpace or Facebook pages.

5. Can I do a session over the phone? No. Simply state that we have a policy against tying up
the phone line answering session-related questions. Try to get the caller to schedule an
appointment or have himlher send the document via online submission or visit our MySpace
or Facebook pages.

6. Is this the Writers' Workshop? No. That is in DuSable and only for students enrolled in the
CHANCE Program English classes. The number is 815-753-0272.
7. Is there another writing center on campus? No, we are the only general population writing
center on campus. There is an ESL (English as a Second Language) lab in Reavis. The
number is 815-753-6637.

8. I don't have a parking permit, so where can I park? There is no permit-free parking near
the UWC. We suggest parking in the Visitor Lot in central campus (by the Library) and taking
Circle Left or Circle Right bus from the Student Center to Stevenson South.

9. I have a parking permit, where can I park? There is parking for yellow, blue, and brown on
Stadium Drive next to the baseball field. Orange and blue can park in the lots west of
Stevenson. There are some pay spots in front of the Recreation Center at the comer of
Lucinda and Annie Glidden Road.

10. How much is a parking fine? The fine is $40.00 for a regular spot and $500 for an accessible
spot.

11. Which bus is the fastest? If you are coming to the UWC from the Student Center or
DuSable, take the Circle Left. If you are coming from Barsema or east campus, take the Circle
Right. Conversely, if you are leaving the UWC for DuSable, take Circle Right. If you are
going to Barsema, take Circle Left. Reverse the process when you leave.

12. Can I drop off my paper and pick it up later? (also known as my professor said I could
drop it om Clients must actively participate in the session, so they may not just drop off their

papers to be "fixed." We are not a laundry service. Clients are expected to sit down with us as
we help them identify their strengths and challenges and discuss strategies for improving their
writing.
13. Can I get a really quick appointment, like only 5 or 10 minutes? Very rarely do we ever
get a session that takes only 5 or 10 minutes. Students really do need to sign up, minimally,
for a 25 minute session. Ifwe finish early, we finish early. No one is forced to stay.
14. My paper is really short. I only need a 25 minute session. Again this is a red flag. Ask how
long the paper is. We generally get through 3-4 pages in a 25 minute session. If the paper is
longer, they should sign up for at least a 50 minute session and perhaps more than one
appointment to ensure they can get through everything.
15. Do I really need an appointment? Yes. Maybe not so much at the beginning ofthe semester
but certainly as the semester goes on and we are booked up. It is better to have one or two or
three appointments scheduled that you can cancel than not have one at all.
16. If I'm here waiting for walk-ins, can I run to the computer lab or my room or the
cafeteria or outside to smoke? No. The policy states that if you are waiting for a walk-in
session, you have to wait in the UWC. We do have computers, study areas, comfortable
chairs, and washrooms.
17. Can't I just take my coffee or water in the classroom? No. None of the computers are
insured, so if they are damaged we are out of luck.
18. Hey, I'm a client, but I'm over in the computer lab and the computers/printers
aren't
working. Can you help? We don't have anything to do with the computer lab. That is ITS.
The number is 753-8100.
19. I'm in class right now, but I have to reset my password. Can you help? We can't, but the
student may use our phone to call the password reset number 753.8100.
20. Can I meet with a consultant when you're closed or outside the UWC? No. If you want to
schedule an appointment with a UWC consultant, you need to come in during our regular
weekly hours.
21. I only want to work with a graduate student or facultv member. When possible, we can
try to accommodate a client's request to work with a graduate student, instructor, or member
of the senior staff. However, that is not always possible. Assure the client that our peer
consultants are smart, intelligent, friendly and prepared. We would not have hired them if we
didn't have faith in them.
22. Will you sign this sheet my professor gave me to prove I was here? No. However, we will
provide a copy of the feedback form, which has all the relevant data from the visit. The form
is dated and stamped, so the professor will know exactly when the client was in and what
happened during the session.

23. I can't get in, so can I just pick up a feedback form because my professor requires that
we come in? No! No! No! Clients have to be here and actively participate in the sessions.
Giving them a feedback form when they haven't been in is cheating.
24. How long does a session take? It depends on the paper, the assignment, the client. We
suggest, especially for first time visitors, that clients make a 50 minutes appointment. Then
they can gauge how much time they think they'll need for follow up visits. Better to have too
much time than not enough.
25. So I know you just told me the UWC is booked and I can't get an appointment for three
days, but can I just come in anyway and wait? No. Clients really do need to schedule
appointments ahead of time. Chances are if we are so busy clients can't get appointments for
day, our consultants, if they have a random few minutes to spare, need to rest, relax, and
regroup before their next session.

26. I know you're all booked, but can you just take my number and call me if there's a
cancellation? Again, no. It would be too chaotic to try and-keep track of who called when and
for what. Clients need to realize they really should book ahead.
27. Can I bring in a paper for a friend? No. The writer must be present to go through the whole
document or else it's a form of plagiarism. The friend is taking down suggestions for the
writer. If the writer then takes the suggestions, s/he is taking the friend's, or yours, ideas and
passing them off as hislher own.
28. I am part of a group, but the other members can't come. Is it okay if I just bring in the
paper? No. All of the writers must be present or else it's a form of plagiarism. We may go
through only the sections written by those present. The group member is taking down
suggestions for the writer. If the writer then takes the suggestions, s/he is taking the group
member's, or yours, ideas and passing them off as hislher own. Additionally, do not buy into we wrote it all together or I wrote it all for the group.
29. How do I submit via email/online? Visit our website at http://uwc.niu.edu.Click online
submissions and follow the directions. Online submissions have up to a 48-hour turn-around; if
papers are submitted Friday after 12:00 or any time over the weekend, the 48 hour period
begins on Monday morning.
Clients need to be aware that approximately 25 minutes are spent on each online submission;
therefore, we do not encourage submission of long assignments. Furthermore, students enrolled
in English 102, 103, 104, or 105 may not submit paper for these classes online.
30. I sent my paper via email, how do I get a feedback form? Just print out the response. That
will work the same as the form.

Handouts for clients
The handouts in this section of your manual will help
you and your clients work through a variety of writing
concerns. You will find information about higher and
lower order concerns, documentation cheat sheets,
explanations for punctuation, tips on how to write in
some disciplines, etc.
The handouts in this section may be copied for clients.

UWC POLICIES AND PROCEDURES
(amended

Introduction
Welcome to the University Writing Center (UWC)! It takes a certain type of person to want to
be a writing tutor. You were selected because you have a passion for talking about language use and
stylistic challenges in writing, you are compassionate and comfortable with all kinds of people and
ability levels, you understand that it is impossible to be a successful college client without at least a
basic proficiency in writing, and you want to help the UWC clients attain that proficiency.
What That Means. What does this mean for the clients who use the Center? As our brochure
states, we are available to help clients become more proficient at writing with any type of project, both
personal (e.g. resumes, application letters) and academic (i.e., any class or assignment). Some specific
things we as consultants can do to address clients' needs are
•
•
•
•
•
•

demonstrate strategies for pre writing
help to organize thoughts or paragraphs
teach self-editinglself-proofreading
demonstrate revision tactics
illustrate the documenting of sources using the proper format
identify clients' writing strengths and weaknesses

What It Does Not Mean. We do NOT proofread papers. Nor do we "fix" them. Why not?
Those actions won't help clients in the long run. To simply change a comma to a semi-colon/or them
will never teach them how to use commas and semi-colons. Additionally, "fixing" their papers
minimizes the clients' ability to claim sole authorship, which is akin to plagiarism. To ensure that
clients' work is always their own, we conduct client-guided sessions. Through dialogue (talking with
each writer about his/her strengths and challenges), we actively engage writers in a process of learning
writing-related skills to apply to a broad range offuture endeavors rather than to just meet the needs of
a particular assignment. We attempt to answer clients' writing questions, sometimes using their own
work as an example, and encourage them to practice what they've learned. Our goal is to help clients
become better writers, and to do so we facilitate learning by making sessions client-focused, not just
paper-focused. Remember: No client is going to leave the center with a perfect paper, but they should
leave with more knowledge of writing. ©

Who uses the center?
Anyone affiliated with the university may use the center. Our clients range from traditional
freshmen to graduate clients to faculty and staff to alums and people from the community; from first
year composition clients to art majors to economics majors. We tutor both individual clients and
groups. Additionally, we have a large population of English Language Learners (ELL) clients.
English Language Learners - While all clients are individuals with individual learning issues,
there are some issues common to ELLs as a group, these include article use, denotation/connotation,
vocabulary, word forms, proposition use, verb tenses, and more. There are a number of handouts to
help you address these issues, but really working with ELLs is similar to working with native English
speakers. In both instances, you should tackle higher-order concerns first (fulfilling the assignment,
organization, etc.) and then attempt to explain the lower-order concerns. Occasionally, some ELL
clients will want to practice their pronunciation and conversational skills with you. These are usually
fun sessions, just make sure to be patient, enunciate, and have a dictionary handy.
Learning Disabilities - There are a number ofiearning disabilities that affect writing skills,
including familiar ones like dyslexia and not so familiar ones like expressive language disorder. Some
signs of a learning disability might include difficulty in reading or writing, with memory, with
attention, with comprehension, with logic/reasoning, and with social cues.
We are not allowed to ask if a client has a learning disability. If they themselves are aware of
it, it is their choice whether or not to disclose it; some will, some will not. If you suspect that a client
you are working with has an undiagnosed or undisclosed learning disability, there are resources
available for both you and, most importantly, your client, and you should contact Jodie or Gail as soon
as possible after your session. You may provide information about the CAAR office or counseling
services, but you may not tell the client to go or directly contact the resource about a client.
Groups - Sometimes you will be assigned to tutor an entire group of two or more clients who
collaborated on one paper. This is a special challenge, but again, not that much different than a
"re ular" session. If ou et a ou and the paper was written collaborativel ,

there; it borders on plagiarism.
Additionally, when you complete the paperwork for a group, staple the draft to just one of the
feedback forms and write "draft attached to
's form" on the other feedback forms. When you
put the forms/draft into the In Box, do not staple all of the documents together because each person
counts as a session and Jodie and I do not always know to look for multiple feedback forms stapled
together. Remember sessions potentially equal funding!!!!

Tutoring: What to do
These policies and procedures are designed to address some of the questions that may arise while you
are at work. Of course, they are not all inclusive, so feel free to ask questions as needed. Our door is
always open.
SchedulelTime off
• Design a schedule that will be consistent all semester. If you need to change, it isn't as
problematic with the electronic system, but you may already have appointments scheduled.
Shifting appointments is not always as easy as it might seem.
• Set your schedule so that you can arrive at least 10 minutes before the start of your shift to
allow time to settle in and be ready to begin.

•
•

If you are going to be late, call so we can make adjustments or let the client know you are on
your way.

Arriving at the UWC
• Put your belongings (purses, backpacks, etc.) in the kitchen or grad office. There are hangers in
the kitchen. While we have only had a few problems with belongings walking off, it is better to
•

be safe than sorry.
Check your schedule (however, do not interrupt if someone is productively working on the
main reception desk computer). Check the schedule periodically throughout your shift
(especially if you are going to run to the computer lab or upstairs to get food); you may have
additions and/or cancellations.

•

Being here
• If you are not in a session, you may work in the kitchenlbreak room, grad office, at one of the
tables (if we are busy, try not to take up more than one table - your stuff on one and tutoring at
another), on the computers in the back, or go to the computer lab. However, keep an eye on the
clock so you can be ready for the clients when they arrive. The receptionists shouldn't have to
come find you each time.
• You may conduct your sessions in the front or back area, depending on where you and the
client feel most comfortable. You may also use the conference room if it is available. If you are
working with a group, the back tables or the conference room are probably more practical since
those options are usually quieter and offer more space to spread out.
• If you leave during your scheduled time, make sure you let the receptionist know where we can
find you if your client comes in and you aren't back.

Beginning a Session - On the occasion that you have a client (and there will be many such
occasions), greet them pleasantly, tell them your name, ask what they're working on, and sit down with
them. You may sit either at the front or back tables, or at the computers, whatever suits your needs and
comfort level. After spending a couple of minutes getting to know the client and what sI/he is working
on, the first things to do are always just basic administrative ones: ask the client to fill out the first
parts of the Feedback Form (see examples of both the short and long forms) and if they've brought two
copies of their draft.
ltaketh!."lij')oW1'J::nQte~~fI:th~Jr::¢!ilpy
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... -session for the client and keeps session records for us. If they only brought one copy, explain our
policy, write "no copy" on the feedback form, and then put your pencil down. It is now up to them to
take notes. Finally, ask them if they have any materials relating to the assignment from their teacher
(prompts, rubrics, texts, etc.). Try to first establish if they understand the assignment and then what
their writing concerns are.
Assessing a Client's Needs - It may be an oversimplification, but it is helpful to separate
clients' writing errors into two major categories:
• higher-order
concerns (or global errors) - organization of ideas, thesis
development, and whether one sentence logically follows the preceding sentence
• lower-order concerns (or local errors) - verb tense, comma use, and spelling errors.
Higher-order concerns should be addressed first, if for no other reason than because it might not do a
client any good to change a comma if slhe needs to eliminate the whole sentence.
Sometimes, what a client tells you slhe needs help with differs from what you believe to be the
main writing issue. S/he might believe that slhe just needs help knowing when to use pronouns, but
you notice that slhe has no clear thesis and that the paper is all over the place. Similarly, some clients
have more issues than you think you can conceivably cover in the allotted time. In both of these cases,
kindly and honestly explain to the client what you believe are the issues and do the best you can.
• In the first scenario, tell the client that while his/her pronoun use is something you
will want to work on if you can, for this particular paper you are more worried about
the lack of a thesis, and it might be in hislher best interest to start there. Remember:
You can always ask himlher to come in for another session if slhe is that worried
•

about pronouns.
In the second scenario, tackle higher order concerns first, then errors that are the most
recurring. If, after you've discussed a solid organizational scheme for the paper, you
notice that the author just doesn't know how to use it's vs. its, then find a number of
those examples in the paper and teach the client the correct way. Then have himlher
identify the error and self-correct. Encourage himlher to make another appointment
and explain clearly what you are seeing. Make sure that slhe knows about hislher
specific writing issues-for
instance, you tell himlher that next time you want to
definitely work on agreement and transition usage. If for some reason s/he doesn't
get to work with you, then slhe still has something concrete to tell the tutor s/he does
work with.

Reading Aloud - From a practical standpoint, you cannot assess a client's needs without
reading a sample of his /her work. There are different ways to do this, and every tutor has a different
strategy. However, at some point in the session (unless you are just brainstorming), you will want to do
some reading aloud. Why?? Because this is the best method to help clients self-identify lower-order
concerns. Ask if they would like to read or ifthey would like you to read; either way, it is often easier

to "hear" a goofy sentence than to see it. When they stumble over one, you can address it with them at
that point.
Sometimes, especially when a client says s/he is having trouble knowing if the paper flows or
where to put paragraphs, you might want to scan it quickly before you do any reading aloud (this can
be done while the client is filling out the paperwork). That way you can assess if, indeed, higher-order
concerns should be addressed first. For instance, if you discover that your client's paragraphs are
lacking any sort of rhyme or reason, you may want himlher to gloss each paragraph individually,
coming up with a one or two word summary of each. Then, help himlher retroactively construct an
outline and fit each paragraph where it logically should go. Finally, after reordering the paragraphs,
you might want to start reading aloud.
Remember though, whatever you do and whatever you talk about, the client MUST take hislher
own notes!
Ultimately, the best way to assess a client's needs is to a) understand what the teacher wants of
them, b) hear whattheir own writing concerns are, and c) read the paper and draw conclusions based
on your professional judgment. ©
Goal Setting - Be honest with yourself and the clients about what you can do in the allotted
time. If they have signed up for a 25 minute session and brought eight pages, tell them (kindly) that
you will more than likely not get through that amount of text, that even in the best case scenario, most
25 minute sessions only get through 3-4 pages, and give them the opportunity to make an additional
appointment. Another thing that will help them (either at home or in future sessions) is if you can
identify specifically their common errors and explain them - even if these end up being things you do
not have time to address. Remember: We are not miracle workers. We cannot turn a D paper into
an A paper, nor should we! All we can do is try to teach our clients something that they can
hopefully use-and
eventually, over the course of time, they will have enough knowledge and
confidence about writing to compose those A papers from the get go. WE DON'T "FIX" PAPERS,
WE MAKE BETTER WRITERS - based on Stephen North's (1984) concept.
Tutoring Skills - After assessing your clients' needs and setting goals with them, the only
thing left to do is tutor! Tutoring is actually more fun than most kinds of work and comes naturally to
most people. All it really takes on your part is the ability to talk about writing and the writing process
(which you all have), the ability to assess a client's writing needs (which comes with practice), and
• The Ability to Listen-Listening
is crucial. The Writing Center is a service that is offered
for the clients to help them accomplish their goals. To this end, we want the clients to
guide their own sessions by telling us what their concerns are. In some cases, they know
their issues already, and we need to use listening as our primary assessment tool. Also, in
most cases, they know the subject they are writing about better than we do, and we have to
listen to them and defer to their knowledge about the field.
• The Habit of Mode ling-Modeling
is using your writing as an example of good scholastic
behavior. Not a single one of us has ALL of the answers; when you get stumped by a
question from your client, look at it as an opportunity to model good client behavior: ask a
peer or boss, use reference books, look something up on the internet. If you admit that you
don't know what a word means (or how to spell it) and pull out a dictionary, your clients
are all the more likely to pull out their dictionary next time they get stuck on a word.
• Be Tactful, but Honest - Clients need to know honestly what their writing issues are. Too
many are never told in clear language just where their troubles lie. You will often hear the
generic "grammar" as a client's answer to the question about hislher writing concerns, and
then discover that it's not "grammar" per se, but that s/he keeps switching tenses. You
want to tell himlher this, but you need to use tact. It does no one any good to be scared

•

away by rude, insensitive consultants! To the client above, say: "You know, I've noticed a
couple of things about your paper that are grammar-related, but really the biggest thing I
see and what I'd like to spend the most time on is that the verb tense shifts from present to
past and back to present. Here're some examples of what I mean." Don't be cruel, don't
pick on the client (either his writing or his person), don't "grade" himlher (it's not your
place as a peer), and don't say things that aren't constructive. Instead, be tactful,
compassionate, empathetic, but honest about the issues you see.
Pick Your Battles - There is absolutely no need or reason to argue with a client. Nothing we
do is worth raising voices over. If s/he absolutely refuses to hear what you are saying about
an issue that you think is important (repetition, for instance), simply move on to something
else. Ultimately, this is his/her paper, and if you've presented your concerns tactfully and
honestly, it is his/her choice whether or not to follow your advice. If it is not just a certain
piece of advice slhe is not interested in and the client strikes you as being overly-resistant
and not interested in being in session in the first place, please see the section on resistant
clients.

Keeping Track of Time - This is very important, especially during the "busy seasons" of
midterms and finals. If a client is signed up for 30-minutes, end the session at the 25 minute mark to
give both of you time for paperwork. Similarly if a client is signed up for an hour or 90 minutes, end
ten minutes early (at the 50 or 80 minute mark). That leaves time to fill out the paperwork, make any
copies you need to, put reference materials away, etc. It's our instinct to want to help a client as much
as we can, right up until the last second, but if you get behind, you may cheat another client out of a
full session in the process. If you are working a 4 hour shift and you have 8 clients, each with thirty
minute appointments, you can see how every minute is going to be valuable to each of them. This is
also a good reason not to be late. ©
Ending a Session - Before it is time to end the session, tell the client you are going to have to
wrap it up and ask if slhe has any more questions. You may want to also briefly list the issues you
discussed in session and see if s/he is comfortable with what has been learned. You both need to fill
out the rest of the feedback form and you may need to copy and stamp it as proof of the visit. Ask if
the client is interested in making another appointment (or suggest it, if you think it is warranted) and
walk himlher to the appointment desk. Wish himlher luck and put the feedback form (with your copy
of their paper stapled to the top of it) in the In Box.
To Stamp or Not To Stamp - Make sure you ask if the client needs a copy of the paperwork
for hislher teacher. Often, clients are required to come by their teacher, who may want proof. If this is
the case, make a copy of the Feedback Form, stamp the COPY (not the original) with the stamp located
on the front desk, fill in the color of the stamp and the date in pen, put your initials after the date, and
give it to the client. Then staple the original to your copy of their work and place it in the In Box.
Dealing with a Scary Subject You Are Unfamiliar With - The first (or second or twentyfifth) time you work with a graduate student, a paper on biophysics, a report on AP A, or a discussion
of 17th century philosophy, you may feel overwhelmed, lost, maybe even a little bit "stupid." But rest
assured we have all felt that way about some session we've worked on. Remember, we hired you
because you are bright, intelligent, witty, and charming. You can do this. You are a prepared
reader/responder.
Don't be afraid to ask questions of the client. Don't be afraid to tell himlher you know nothing about
biophysics or 17th century philosophy - ask for some background. If you are lost, just ask questions

and help the client clarify the explanations. Generally the client will be very happy to discuss the
project. Encouraging clients to articulate their ideas helps them think through what they are saying and
how they are, or perhaps should be, saying it. And, frankly, you do not need a firm grasp of economics
to help a client work on his/her project. His/her grasp of language in the document should help you
understand the topic. We all have a comfort level- but don't be afraid to reach beyond it.
Not Doing a Session _ The only legitimate reason for not doing a session is if the client brings
in a draft for a class you are also taking. In this instance, let a member of senior staff know right away
so the session can be switched to another consultant.
If you are uncomfortable working on a paper of a particular topic, talk to Gail or Jodie. While we will
do our best to accommodate you, this may not always be possible. Remember, your job is to act as a
prepared reader/responder, and as such, you are providing feedback that may help the client understand
that not every audience will agree with his/her position. See the "Grin and Bear It" article, located in
the articles section of your binder, for tips on how to do this.

I
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Non-standard sessions
Walk-Ins _ If you are the scheduled Walk-In consultant, treat it as you would any other 25minute session. However, be especially conscious of time, as usually when there is one walk-in, there
are many. Please do not go over time, even if no one is waiting. If your client needs more assistance,
help himlher to make another appointment, and be sure to provide a copy of our brochure with our
hone number on it.

Resistant Clients - Sadly, there will always be those clients who are resistant to tutoring for a
variety of reasons: they feel they do not need help, they feel stupid or embarrassed, they resent being
required to come, or they feel it's a waste of their time. Generally, these sessions can be very
frustrating experiences for consultants, but it is worth keeping in mind that the clients may not
understand the process. Thankfully, sometimes we can identify these situations and still have a
productive session.
Identifying Resistance: You will be able to easily spot the following resistant client traits:
• they do not take notes,
• they don't speak or are argumentative,
• they talk excessively about things not related to the session or to writing in an attempt to
distract the tutor, or
• they ask the tutor to do their work for them.
All of these behaviors are obviously contradictory to a productive session, but also to our mission as
consultants. So what can we do about them?
Handling Resistant Clients: There are a couple of tricks you can try to draw out resistant clients.
• You can try talking of other subjects besides school for a bit and then try to casually bring
them around to the subject oftheir paper.
•

You can try a version of the silent treatment: ask the client a directed question and silently
wait them out until they answer.

•

You can be forward: tell them you feel like the session could be going better and ask them if
there's anything wrong.

•

You can gently remind them that this is their paper and their grade on the line, and while you
want to help, you can't do that unless they participate.
• Finally, you can always offer to reschedule. Let them know that you understand that it's hard
to be productive some days. If you do reschedule, also let them know that their next
appointment doesn't have to be with you.
Ultimately, it is up to you to decide what technique you think will work best in a given situation, and it
is your decision how best to use your personality, kindness, and/or sense of humor to help. If you do
encounter a resistant client (and everyone does at some point), please talk to your mentor, Gail, or
Jodie to get the experience off your chest.
NOTES:
1. If someone is openly hostile, verbally or physically harassing, or otherwise threatening
you, be it client, peer, teacher in the smart classroom, please let Gail or Jodie know right
away.
2. If the client tells you s/he is only interested in the getting the feedback form and does
not actively participate in the session, write the following statement on the feedback
form prior to copying/stamping the form: "The client was only interested in securing the
feedback form and was not actively engaged in the tutoring process."
3. Further tips for dealing with resistant clients can be found in the following articles
"Talk to Me: Engaging Reluctant Writers" and "Telling Tutor Tales," which are
included in the article section of your binder.

Interpersonal relations
in the UWC
Clients and You - The consultant/client relationship is a unique one. You are their peers, not
teachers, but still you are imparting knowledge to them, and at times that can feel strange - especially
to clients who are required to come here. You can alleviate this awkwardness basically by being
yourself - open and friendly - but at the same time, professional. You do not have to reveal any
personal information about yourself other than your name. If you'd like to use yourself as an example,
however, to illustrate a writing concept, and if it is appropriate, that is your prerogative. Similarly,
while you want to listen to your clients' needs, and sometimes it is helpful for them to get some things
off their chest, you are free to guide the conversation to the task at hand (writing) at any time.
Sometimes conversations that are not about writing can help break the ice, loosen clients up, or help
them refocus their ideas, but at the same time it is important to remember why you are both there.
There is information in this binder on what to do if a client is resistant to tutoring. If a client tries to
discuss inappropriate things with you, threatens you, or makes you uncomfortable, see Gail or Jodie
right away. You will be asked to document the experience - minimally for UWC records and perhaps
for the Judicial Affairs office.
Teachers and You - There is an invisible third person present at every session, the client's
teacher. It is slhe who gave the assignment and slhe who will be judging the work. Often, we are
required to interpret the teacher's assignment, meaning, handwriting, etc. for the client. Remember
NOT TO CRITICIZE the teachers, their comments, or an assignment. That limits their credibility in
the eyes of the client and will, in tum, lessen the effort that client will put into assignments. Do your
best to help the client fulfill the assignment based on your own knowledge of what has been assigned.
If the client is confused by a concept or forgot to write down something the teacher said, encourage
himlher to check the Blackboard or WebBoard, to email the instructor, or to drop by during office
hours. Again, helping clients become successful in college includes encouraging good scholarly
behavior, and developing relationships with their professors is one very good way of doing that.
Fellow Consultants - As was mentioned at the very beginning, you all have some special
qualities in common with each other or you would not be here - a love of writing, the desire to help
others, the understanding and compassion it takes to do so, and a comprehension of how important
writing is to success in college. Because of those similarities, we hope that you will all be able to get
along and that some of you may develop life-long friendships, but all we ask is that you be courteous,
respectful and kind to your fellow consultants. If there are any disagreements among you, please see
Gail or Jodie to discuss it.
Gail and Jodie - Please feel free to come to us with any questions at any time - even if we are
in a session. We are nice. We care. And chances are at least one of us has been there.

Mentoring and being mentored
Each new tutor will be assigned a mentor, an experienced tutor. This person will be the one
you can ask questions, vent to, and/or tap for resources throughout the semester. In reality, we are
ALL available for such things and you should never hesitate to ask us, but if you would like a go-to
person who is familiar with your strengths and weaknesses as a tutor, then your mentor will be there.
Initially, the new consultant will watch sessions performed by the mentor and other UWC consultants,
and then s/he will be observed conducting a session. After training and discussing the session with the
mentor, the new person shall be "loosed upon the public at large."@
New consultants will meet with their mentors on a weekly basis the first semester and will
write a status report. You and your mentor can go through the following mentorship agreement
together.

Meetings
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Employee performance documents

ObservationINIU work performance report
At somepointduring
the course of the semester, you will be observed by Jodie, Gail, or ~~~ig~~ij
~at~::II!I~~~:_Ihi_~_isnJ~leaIlt_t_o_b_~_s~!1ry,_!~r_eat~_~illg,_C?~_13ig_~_rother~~~h;iti~_sitnph:the~e~t
way to accomplish three things:
• to see how effective our training is,
• to see if there are areas we need to discuss with you personally,
• to see if the level of tutoring is fairly consistent from tutor to tutor.

Policy violation
On the rare occasion that a UWC policy is violated by an employee, a formal written report will be
drafted. After three written violations, the employee will be terminated.
NOTES:
1. See the next pages for copies of the employee performance documents
2. Copies of any and all documents will be given to the consultant as well as kept in his/her
UWC personnel folder.

~ecial

projects

There are a number of special projects and services that the Writing Center offers for
consultants interested in participating/leading.
These include
• we Service Presentations - In which the consultant goes to individual classrooms
armed with knowledge and brochures to introduce the UWC to a whole new batch of
clients. If you love the UWC and think you can confidently speak of its virtues in front
of a large group, please see Gail or Jodie to volunteer.
• we Seminars/Topic Focused Presentations - Periodically throughout the course of
the semester we will be giving seminars about topics that are of frequent interest to our
clients: how to write resumes/cover letters, how to write a statement of purpose, what
belongs in a personal statement, what an AP A paper should look like, and things of that
nature. If you have special knowledge of these or any topic you think would be helpful
for our clients and if you are interested in sharing that knowledge, please see Gail or
Jodie.

•

•

Handouts - It is helpful to have a collection of handouts (hard copy and/or electronic)
to share with the staff and the clients, so from time to time, you will be asked, or you
could volunteer, to develop information that explains some facet of writing in a
particular genre or disciplines or tips on how to navigate components of the writing
process .

Miscellany
General UWC information
•

Writing Center Hours - The Writing Center is open from 8:00 a.m. to 8:30 p.m. Monday thru
Thursday. We are closed on Fridays and during school holidays.

•

Phone Number - Our main phone number is 815-753-6636.
Our fax number is 815-753-4111.

•

Web Address - Our web address is http://uwc.niu.eduJ and our MySpace and Facebook pages can
be accessed from the website. Online submission information, directions to the UWC, contact
information, and helpful handouts are also found there.

•

Where We Are Located
Lower Level.

•

Directions from 1-88 with a parking pass - Exit at Annie Glidden and go north to Lincoln
HighwaylRoute 38. Turn left and pass by Dollar Video, Taco Bell and several apartment buildings.
At the water tower, turn right onto Stadium Drive. The road curves to the right. Take the first left
onto Stadium Drive West and drive north. Yellow, blue, and brown permit parking is allowed on
the east side of the street. Blue and orange parking is allowed in the two lots. (Blue permits may
park in orange spaces.) We are in Stevenson South - the series of white towers north of the
baseball fieldlbasketball courts.

•

Directions from north with a parking pass - Take Annie Glidden Road south to Lucinda. Turn
right on Lucinda. At stop sign (a T-intersection), turn left and follow the road around the football
field to Stadium Drive West. Turn left on Stadium Drive West. Yellow, blue, and brown permit
parking is allowed on the east side of the street. Blue and orange parking is allowed in the two lots.
(Blue permits may park in orange spaces.) Weare in Stevenson South - the series of white towers
north of the baseball fieldlbasketball courts.

•

Directions for those without parking permits - Unless a client has a parking permit, parking can
be somewhat of a challenge on this side of campus. Therefore, we suggest that, when possible,
clients should park in the Visitor Lot (near the Library) and take either a Circle Left or Circle Right
bus from the west side of the Student Center to get to Stevenson South.

•

Smart Classroom (SSWC) Rules - No food or drink (including coffee and water) are allowed in
the classroom. We appreciate your help in keeping an eye on this. Although there are signs posted
everywhere about this rule, students and faculty still like to think it doesn't include them. It does.

•

Computers - If you look around, you'll notice that we have quite a few computers in the UWC.
These are for you to use with your clients, but you are (of course) free to use these as long as no
client is waiting for one. We do ask, however, that if you are on the internet, please use common
sense as far as the content of the websites you are visiting.

The office number is 815-753-4499.

and How to Get Here - We're located in Stevenson South, Tower B,

Do not download materials to these computers, unless you are working with an emailed document.
In this case, if you just save the document without designating a specific place for saving it, it will

save as a template and
When you are opening
is one on the desktop),
Once it is successfully
•

be extremely difficult to retrieve, even if you have revised or edited it.
an emailed document, save it to the desktop or to the student folder (if there
work on the document, and then minimize it while resending it in an email.
sent, close the document and drag it to the trash.

Printers - We do not have printers for client OR tutor use. There is a 24-hour computer lab on the
other side of the stairs. To print in the computer lab, clients will need to have an NIU OneCard to
swipe before retrieving the printed documents.
NOTE: We do not have any control over the computer lab - including the printers. On rare
occasions, we have gone over to help a client figure out a problem. But is it very rare.
Copiers - We do not have a budget to make copies of consultants' or clients' papers or non-UWC
documents. If you want to make copies of some of the handouts in this binder to give to the client
or copy the feedback form for the client's professor, then the copier in the main room is available
for such purposes.

•

Telephones - Because we have to start keeping better records of our long
phone calls, we have instituted a phone log (next to the main computer on
you make or return a call that is either long distance or off campus, please
information. Please do not make personal long distance/off campus phone
phone.

distance/off campus
the reception desk). If
fill in the Phone Log
calls from the UWC

•

•
•

Personnel Information
•

Checking Your Schedule - Finally, as mentioned at the very beginning of this information, it is
your responsibility to know when your clients are scheduled and to be prepared for them, so check
the schedule, and check it often.

•

Down Time - Occasionally (especially near the beginning of the semester), there will be time
when you are scheduled to work that you don't have clients. In this event, ask if there is anything

that needs to be done; we may need help at the desk, with filing, in the kitchen, or in creating
handouts, newsletter articles and/or seminars! If it is a really slow day, feel free to do your
homework. In fact, consultants hard at work studying is a good scholastic behavior to model for
our clients.
•

Calling In Sick/Emergencies/Coming
Late - We understand that everyone gets the sniffles, gets
stuck in traffic, has family emergencies, and sometimes just spaces out. And while we try to be
accommodating in these circumstances, please be aware that sometimes it simply isn't possible. If
you are sick or going to be late, by all means call and we will try to shuffle your clients to other
consultants, but know that you are ultimately responsible for covering your shift if we can't make
enough adjustments.

•

Leaving work - If you are a peer consultant or a student receptionist, make sure you write in your
hours on the timesheet before you leave work every day. This will help immensely when it's
payroll time.
If you used any dishes, etc. in the kitchen or brought them into another area, please clean up
before you leave. You might also browse the appointment schedule to see what your next work day
looks like.

•

Leaving early - If you finish early, do not just leave without first asking ifthere is anything you
can do (walk-ins, online sessions, filing, reception, etc.). Chances are good that we will let you
leave early, but do not just disappear. Make sure your time card reflects the time you actually
leave.

•

Mailboxes - Your personalized mail pouches are located on the kitchen door, alphabetical by your
last name. Please check them frequently as that is where you will find your payroll information
and, of course, unbelievably important memos, notes, etc.

•

Payroll- Pay periods are from the 1st of the month to the 15th and the 161h to the end of the month.
Paydays are the 15th and the last working day of the month, or whatever working day is closest to
the 15th and end of the month. (Good luck figuring that out)

•

•

Problems/Concerns/Gripes
- If at any point you have a problem of any kind, either with a coworker or a client, you should contact Gail or Jodie immediately. Our door is always open (unless
it is closed, in which case knock first please). We take your concerns seriously and want to do what
we can do to ensure a positive, friendly, and professional workplace.

2.

H&\1t·

IHtleit does it east? Nothiag.lt is free!
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UWC Manual

Inlrodu~lion
Welcome
Welcome to the University Writing Center (UWC)! It takes a certain type of person to want to be a writing tutor. You
were selected for a number of reasons:
_. _becal:lse you have a passion for talking about language use and stylistic challenges in writing,
_. _you are compassionate and comfortable with all kinds of people and ability levels,
_. _you understand that it is impossible to be a successful college client student without at least a basic
proficiency in writing, and
_. _you want to help the UWC clients attain that proficiency.
This final point is what the UWC is all about. Our job is help our clients become better writers through the tutoring
process, which can be somewhat confusing or frustrating at times for the tutor, but it is also incredibly satisfying. The
following Tutor Manual is designed to provide you with basic information about working at the UWC and tutoring in
general as well as answer any questions you may have about our policies and procedures in hopes of making your
transition a little smoother. Happy reading and remember: learn 'em good!

UWC Purpose & Goals
WHAT

uwe WILL Do

What soes this meaR for the clieRts who I:Isethe ceRter? As our brochure states, we are available to help clients
become more proficient at writing for any type of project: academic (Le., any class or assignment), creative, and
personal (e.g. resumes, application letters). Some specific things we as consultants can do to address clients' needs
are-include
•

identifying clients' writing strengths and weaknesses

•

providing strategies for research/documentation

•
•
•

•
•
•
•

Introduction

4:

WHAT UWC WILL NOT Do

We do NG+-not proofread papers- NeF-nordo we so-called ~fix~them. Why not? +OOseThese-actions wOO-f-wilinot
help clients in the long run. To simply change a comma to a semi-colon for them will never teach them how to use
commas and semi-colons. Additionally, ~fixing~their papers minimizes the clients' ability to claim sole authorship,
which is akin to plagiarism. (For more information, see the section on plagiarism.) To ensure that clients' work is
always their own, we conduct client-guided sessions. Through dialogue (talking with each writer about rustAefhis or
her strengths and challenges), -we actively engage writers in a process of learning writing-related skills to apply to a
broad range of future endeavors rather than to just meet the needs of a particular assignment. We attempt to answer
clients' writing questions, sometimes often using their own work as an example, and encourage them to practice what
theyJ.le have learned. Our goal is to help clients become better writers, and to do so, we facilitate learning by making
sessions client-focused, not just paper-focused. Remember: Ne-llQ..client is going to leave the center with a perfect
paper, but sJReheor she should leave with a better mom kRowle~~e understanding of writing.

5
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Pro~ednres
Before Sessions
ARRIVING/CHECKING

*

SCHEDULE

Put your belongings (~purses,

backpacks, etc.) in the kitchen or grad office. There are hangers in the

kitchen. While we have only had a few problems with belongings walking off, it is better to be safe than
sorry.
"'-Check

your schedule when you first arrive and periodically throughout your shift (especially if you are going

to run to the computer lab or go upstairs to get food) as you may have additions and/or cancellations. It is
your responsibility to know when your appointments are and be prepared for them. However. please do not
interrupt whoever is working reception to ask to see your schedule if he or she is working productively.
(ho'••••
e'/er, do not interrl,lpt if someone is prodl,lcti'/ely '••••
orking on the main reception desk compl,lter). Check
the schedl,lle periodically throl,lghol,lt YOl,lrshift (especially if Yol,lare going to Fl,Into the compl,lter lab or
l,Ipstairs to get food); Yol,lmay ha'.'e additions and,lorcancellations.

*

If you have an appointment coming in, stick around so that the receptionist does not have to come find you.
However, do not block the traffic pattern around the desk. The clients have to sign in, and the
students/faculty moving in and out of the classroom will need space to walk without interrupting the
sessions. finally, as mentioned at the very beginning of this information, it is Yol,lrresponsibility to know
'••••
hen Yol,lrclients are schedl,lled and to be prepared for them, so check the schedl,lle, and check it often.

DOWN TIME/BEING
_*

HERE

_If you are not in a session, you may work in the kitchen/break room, in the grad office, at one of the tables (ff
we are bl,lsy, try not to take l,Ipmore than one table Yol,lrsMf on one and tl,ltoring at another), on the
computers in the back, or ~in

.•.-If

the computer lab next door.

you do leave our area. make sure you let the receptionist know where we can find you just in case your
client comes in and you are not back yet. However, the receptionists should not have to come find you each
time. so keep an eye on the clock so that you can be ready for your tAe clients when they arrive. +As
receptionists shol,lldn't halJeto come find Yol,leach time.

*

You may conduct your sessions in the front or back area, depending on where you and the client feel most
comfortable. You may also use the conference room if it is available. If you are working with a group, the
back tables or the conference room are probably more practical since those options are usually quieter and
offer more space to spread out.

.•. If Yol,lleave dl,lring Yol,lrschedl,lled time, make sl,lre Yol,llelthe receptionist know 'Nhere we can find Yol,lif
Yol,lrclient comes in and Yol,laren't back.

Tutoring Information
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OccasionallyAespecially near the beginning of the semester), there will be time§ when you are scheduled to

+

work tAat-and you Goo1do not have clients. In this event, ask if there is anything that needs to be done,
Sometimes,i-we may need helpcould use assistance at the front desk..QL"with filing, in the kitchen, or we
may need help with filing or iA-creating handouts, newsletter articles. and/or seminars! If it is a really slow
day, feel free to do your homework. In fact, consl:lltants tutors hard at work studying is a good scholastic
behavior to model for our clients.

BEGINNING A SESSION

When you have a client, greet them pleasantly, tell him..QIjher your name. and ask what sthehe or she working on.
After spending a couple of minutes getting to know the client and determining what sthehe or she is working on, the
first things to do are always just basic administrative ooestasks:
Ask the client to fill out the first parts of the Feedback Forms, (~e

+

examples of both the short and long

forms in the Appendices,}
Ask if sthehe or she has brought two copies of their draft!.,-we-We ask clients to bring two copies so that

+

they will take their own notes on their respective copies and we can keep the copy with the tutor's
comments. This promotes ownership of the revision and the session for the client and keeps session
records for us.
If a client wants to work off a computer, they are required to bring at least one paper copy for the
tutor to work on.
Note: Please see the section on plagiarism for more information.
+

If sthehe or she only brought one copy, explain our policy, write "no copy" on the feedback form, and then
put your pencil down. It is now up to him/her to take notes.

+

Finally, ask him..QIjher if sthehe or she has any materials related to the assignment from RisJRefhisor her
teacher professor (~prompts,

rubrics, texts, etc.). Try to first establish if sthehe or she understands the

assignment and then determine what RisJRefhisor her writing concerns are.

During Sessions
ASSESSING A CLIENT'S NEEDS

It may be an oversimplification, but it is helpful to separate clients' writing errors into two major categories:
_+

_higher-order concerns (or global errors)=_0

_0

_organization of ideas,
_thesis development-and
argument logic
'••••
hether one sentence logically fellollt's the preceding sentence proper citation

7
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adherence to prompt instructions
_+

_lower-order concerns (or local errors)=_0

_0

_verb tense,
_comma use;-aAd
spelling errors-

~Higher-order

concerns should be addressed first; if for no other reason than because it might not do a client

any good to change a comma if stAehe or she needs to eliminate the whole sentence. Perhaps more importantly,
however, a well though out paper with a clear thesis will receive higher marks than a paper with perfect grammar that
lacks organization or has faulty logic. We are doing the client a disservice if we merely proofread a paper when there
are bigger issues. Appointments often go by quickly, so try to tackle global concerns first; a spell-checker will catch a
fair amount of what proofreading is left.
Sometimes, what a client tells you stAehe or she needs help with differs from what you believe to be the main writing
issue. SlReHe or she might believe that stAehe or she just needs help knowing when to use pronouns, but you may
notice that stAehe or she has no clear thesis and that the paper is all over the place. SimiiaFly, some GlieRtsR3lJe
mOFeissl:les tRaRYOI:ItRiRk YOI:IGaRGORGeivaslyGO'JeFiR tt:JeallotteE!time. IR sOtRof tt:JeseGases, kiRE!lyaRE!RORestly
explaiR to tt:JeGlieRt'••••
Rat YOI:Ibelieve are tt:Jeissl:les ami E!ott:Jebest YOI:IGaR.
_+

_In-this case tRe first SGeRario,tell the client that while RislAefhis or her pronoun use is something you-will
want to work on if you can, for this particular paper, you are more worried about the lack of a thesis, and it
might be in RislAefhis or her best interest to start there.

Similarly, some clients have more issues than you think you can conceivably cover in the allotted time.
+

In tRe seGoRdthis scenario, tackle higher order concerns first, then errors that are the most recurring. If, after
~
~

you have discussed a solid organizational scheme for the paper, you notice that the author just
does not know how to use it's vs. its, tAeA-find a number of those examples in the paper and teach

the client the correct-usage way. Then, have him..QI}her 1rvJQ..identifythe error on his or her own and selfcorrect. ERGOl:lrageRim/ReFto make aRotRer appoiRtmeRt aRd At the end of the appointment, Eexplain
clearly what errors you are seeing in the paper, and encourage him or her to make another appointment."
Make sure that stAehe or she knows about RislAefhis or her specific writing issues-for instance,-yoo tell
rumlRerhim or her that next time you want to definitely work on subject-verb agreement and transition usage.
Then, iU for some reason stAehe or she doesn't get to work with you, tAeR stAehe or she still has something
concrete to tell the tutor stAehe or she does work with.
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READING ALOUD

From a practical standpoint, you cannot assess a client's needs without reading a sample of RisfAeFhisor her work.
There are different ways to do this, and every tutor has a different strategy: some tutors prefer to have the client read,
while others opt to read themselves; and some tutors correct errors sentence by sentence, while others read the
entire paragraph before making any suggestions.

7

However, at some point in the session (unless you are just brainstorming), you will want to do some reading aloud.
Why? Reading aloud prevents the tutoring process from devolving into editing; when the tutor reads silently, it is
easier to make corrections without the client's participation, which is not in keeping with the collaborative nature of
teaching. Additionally, it is often easier to hear a goofy sentence than to see it. ? Becal:lse this is the !:lest method to
help clients self identify hi§her and 1000\'er
order concerns. Ask if they wol:lld like to read or if they 'Nol:lldlike YOl:lto
read; either way, it is often easier to "hear" a §oofy sentence than to see it. When they stl:lm!:lle O'Jer one, YOl:lcan
address it at that point.
Sometimes, especially when a client says sthe is havin§ tFOl:I!:lleknowin§ if the paper flov,ls or where to Pl:lt
para§raphs, you might want to scan it quickly before you do any reading aloud (this can be done while the client is
filling out the paperwork), especially when a client says he or she is having trouble telling if the paper flows or figuring
out where to put paragraphs. Scanning first can help you That way YOl:lcan assess if, indeed, higher-order concerns
should be addressed first. You may want him..Q[}her to gloss each paragraph individually, coming up with a one or
two word summary of each. Then, help him/her retroactively construct an outline (i.e. make a reverse outline) and fit
each paragraph where it logically should go. Finally, after reordering the paragraphs, you might want to start reading
aloud.

I NOTE: Remem!:ler thol:l§h, whatever YOl:ldo and whatever YOl:ltalk a!:lol:lt,the client MUST take histher own notes!
Ultimately, the best way to assess a client's needs is to a) l:Inderstand figure out what the teacher wants expects of
them, b) listen to Aeaf-what their own writing concerns are, and c) read the paper aloud and draw conclusions based
on your professional judgment.

GOAL SETTING

Be honest with yourself and the clients about what you can do in the allotted time. If they-he or she Rave has signed
up for a 25 minute session and brought eight pages, tell them fkindlyj that you will more than likely not get through
that amount of text because ,that-even in the best case scenario, most times a tutor can only get through 3-4 pages
in a 25 minute sessions only §et thFOl:I§h3 4 pa§es. Give them the opportunity to make an additional appointment.

9
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~Remember

too: '!l.We are not miracle workers. We cannot turn a D paper into an A paper, nor should we} All

we can do is try to teach our clients something that they can hopefully use for this assignment,-and

eventually, over

the course of time, they hopefully will have enough knowledge and confidence to begin aOOut-writingto compose
those A papers from the get go. \NE DON'T "FIX" PAPERS, WE MAKE BETTER WRITERS

eased ORStopheR

North's (1984) cORcept.

KEEPING TRACK OF TIME

This-Time management is very important, especially during the "eusy seasoRs" of midterms and finals, the busiest
times of the year for us. If a client is signed up for 3D-minutes, end the session at the 25 minute mark, to give eoth of
you time for paperwork. Similarly. if a client is signed up for an hour or 90 minutes, end ten minutes early (at the 50 or
80 minute mark). That leaves time to fill out the paperwork, make any copies you need to, put reference materials
away, etc.
It.1§..~ our instinct to want to help a client as much as we can, right up until the last second, but if you get behind, you
may cheat another client out of a full session in the process. If you are working a four 4 hour shift and you have
eightS clients each with thirty miRuto 30 minute appointments, you can see how every minute is going to be valuable
to each of them. This is also a good reaSORROtto ee late You also cheat the clients when you come to a session
tired and worn out from working non-stop; those five or ten minute breaks give your brain a chance to rest and
refresh before the next client. which is especially important at the end of the semester when the UWC is busy and
everyone is stressed-

After Sessions
ENDING A SESSION

Before it is time to end the session, tell the client you are going to have to wrap it up, and ask if sf.hehe or she has
any more questions. You may want to also briefly list the issues you discussed in session and see if sf.hehe or she is
comfortable with what has been leamed. You both need to fill out the rest of the feedback form, and you may need to
copy and stamp it as proof of the visit. Ask if the client is interested in making another appointment (or suggest it, if
you think it is warranted). and walk him/her to the appointment desk. Wish him/her luck. and put the feedback form
(stapled to your copy of Risf.herhisor her paper) in the ~inbox.

PAPERWORK/FEEDBACK

~

FORMS

The feedback forms are necessary for our recordkeeping purposes (~for

our annual database and.

ultimately. our funding reports), so it is very important to complete all of the information correctly. If the person doing

Tutoring Information
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data entry Jodie and/or Gail have to take the time feF-tofind the information, it needlessly extends the data entry
process, which is tedious as it is. Additionally, if the client needs a copy for proof of the visit, it is important that the
information accurately reflects the session.
We have two forms: the long form for clients visiting the UWC for the first time in a given academic year-clefined as
summer, fall, spring, and intersession-and the short form for any subsequent sessions or the first session of a new
academic year. (See examples of both forms in the Appendices.)

See attached forms incll:lding a sample form that has been filled Ol:ltcorrectly.

Feedback forms (and the correct completion of them) are the consultantss' responsibility. If a client is new to the
center (or has not been in since the beginning of sl:lmmer school of the cl:lrrent academic year), s!he needs to fill Ol:lt
the long form; if s/he has been in dl:lring the academic year, s!he can fill Ol:ltthe short form. Before your client leaves,
make sure that all of the information on the feedback form is filled in @9.,-teacher's name, course information, etc)
This information helps us understand who is using the center and why, which is important for UWC funding and
making data entry easier.

think fl:lnding and sa'.'ing Jodie and/or Gail data entry time.

STAMPING

Make sure you ask if the client needs a copy of the paperwork for RisfheFhisor her teacher professor. Often clients
are required to come in or will receive extra credit if they do, and may-they will need proof of their visit. If this is the
case, make a copy of the Feedback Form, stamp the GGP¥-c...QPY....fnot
the original.) with the stamp located on the
front desk. Fill out the blanks from the stamp (Le. stamp color, the date, and your initials) in pen, fill in the color of the
stamp and the date in pen, Pl:ltYol:lrinitials after the date, and give it to the client. Then. staple the original feedback
form to your copy of their WGFk-~and

place it in the ~inbox.

II
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Poli~ies
Walk-ins

If you are the scheduled !yWalk-iln consultanttutor, treat it as you would any other 25-minute session but. However,
be especially conscious of time. as ~when

there is one walk-in, there are usually many. However, !?Please do

not go over time, even if no one is waiting. If your client needs more assistance, help him..Q[}her to make another
appointment and be sure to provide them with a copy of our brochure, with our phone number on it.

90-Minute Appointments

We no longer schedule gO-minute appointments automatically. If a graduate student wants to request a gO-minute
appointment with a given tutor. the receptionist will ask the tutor if they are willing to work with that client for that long.
The choice is up to you as the tutor: gO-minute sessions can be mentally draining in general but especially if a
requesting client works with particularly difficult or complex subject matter. If you think that you will not be able to give
the client your full attention for the entire session, you should not feel obligated to accept; the client can always
schedule two separate appointments if they need that much time.

No-show & Late Clients

The UVVC No Show Policy is as klilows: If a client misses three appointments without calling to cancel, slRehe or she
may only use the walk-in services for the rest of the semester.

The UV'IC Late Policy is as klilows: If a client is more than 5 minutes late for a 25 minute session or 10 minutes late
for a 50 or gO minute session, the appointment may be cancelled, especially if there are people waiting or we are
very busy. The policies are posted in the center but may need to be explained to clients from time to time.

Note: We have begun enforcing this policy more stringently in an attempt to curb tardiness. Thus, in most cases, a
late client will not be allowed to change his or her 50 minute appointment (e.g. 10:00-11 :OOam)to a 25 minute
appointment (e.g. 10:30-11 :OOam)to make up for it.

Groups80metimes

yoa will he assigBed to tatol' ftft eatil'e gpoap of two 01'mope elieats who

eollahol'ated OBOBepapel'. This is a speeial ehalleage, hat agaiB, Bot that maeh diflel'eat thftft a
"l'egalM" sessioB.

If you get a group and the paper was written collaboratively, make sure all the members of that group are present
first. This point is important: the UWC cannot tutor any group projects unless all group members attend, regardless of

Tutoring Information
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whether how many people contributed to the writing, because we cannot tutor people who are not present; it borders
on plagiarism (see the section on plagiarism for more information).

Our policy used to be that we would work on select sections of a paper if the group members who worked on those
sections were present. but due to complications, we can no longer do so.lf the paper was written in sections with one
author per section, you can only go over those sections whose authors are present. \6'e can't teach someone 'Nho
isn't there; it borders on plagiarism.
The following is an example of how you could explain this policy to clients who do not understand why we cannot
work with them:
"'-AII

writers must be present to go through a group paper; otherwise, it is a form of plagiarism. There are two
reasons for this, both of which can minimize a person's claim to authorship. One, because your friend
contributed but he or she is not here, it is like you brought in someone else's paper and changed it. which
makes the paper your work, not your friend's. Two, even if your friend takes my suggestions that you've
written down and uses them, he or she is taking our ideas, our work from the session, and presenting it as
his or her own without contributing to the revision directly. Being able to claim authorship is important
because according to the Academic Integrity section of the NIU Undergraduate Catalog, "Students are
considered to have cheated if they

r. .. J tum

in a paper or an assignment written, in whole or in part, by

someone else" (Northem Illinois University, 2011; emphasis added). We don't want to get into trouble and
neither do you and your friend. Next time, we will need all of the group members to come in.

This policy is explained in the Client FAQ and is displayed prominently on the UWC website as well.
"'-Note:

Please see the section on plagiarism for more information.

Assuming all group members are present. continue the appointment as usual. Then, Additionally, when you complete
the paperwork for a group, please follow these procedures carefully:
•

Have each group member is required to have a separate formfill out a separate form.

•

.§staple the draft to just one of the feedback forms!

•

Wwrite "draft attached to

•

Wwhen you put the feedback formsklfaft into the~

's form" on illLthe other feedback forms!
inbox, do not staple all of the documents together

because each person counts as a session-end Jodie and l-Gail do not always know to look for multiple
feedback forms stapled together, and each session equals potential funding.
.•.

remember sessions potentially equal funding!!!!

13
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Exams

If a client comes in with a written exam, we cannot discuss /\NYTHING anything but grammar and tpunctuation. Any
discussion of content, theses, organization, or citation, etc. is not allowed because-otherwise, we are the ones
taking the test} You cannot tell the client that there are other problems either. even if you do not pointing out
specifically where. If there are exceptions for specific classes, Gail or Jodie will let you know!

Not Doing Sessions
The only legitimate reason for not doing a session is if the client brings in a draft for a class you are also taking..Q[
teaching or if one client comes in with a group paper (see the section on Groups for more information). In tAis-the
former instance, let a member of senior staff know right away so the session can be switched to another
consultanttutor.
If you are uncomfortable working on a paper of a particular topic, talk to Gail or Jodie. While we will do our best to
accommodate you, tAis-j!.may not always be possible. Remember, your job is to act as a prepared
readertresf)onderreader and responder, and as such, you may disagree with the client; are f)ro'Jidin~feedback ~
however. by providing that kind of feedback. you will that may help the client understand that not every audience wi»
is going to agree with his..Q[jher position.~ gee the "Grin and Bear It" article, located in the articles section of your
binder, for tif)s on ho",,'to do this.

Tutoring Information
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{;hallenges
Unfamiliar Subjects
The first (or second or twenty-fifth) time you work with a graduate student, an unfamiliar documentation style, or a
paper on biophysics or 17th century philosophy, you may feel overwhelmed, lost, or maybe even a little bit ~stupid.~
But, rest assured, we have all felt that way about some session wfi..ve have worked on. Remember: we hired you
because you are 9FigAt;-intelligent,witty, and charming. You can do this. You are a prepared reader and /responder.

DOfft not be afraid to ask the client questions of tRe slient. DOfft not be afraid to tell him..Q[,Jheryou know nothing
about biopRysiss or 17tRsentl:JrypRilosopRythetopic at hand

ask for some-clarification baskgrol:Jnd.If YOl:Jare

lost, jl:Jstask ql:Jestionsand RelptRe slient slarif)' tRe explanations. Generally, the client will be very happy to discuss
the project with you, which can benefit him or her as much as it does you. Encouraging clients to articulate their ideas
helps them think through what they are saying and how they are, or perhaps should be, saying it.

In any case l\nd, frankly, you do not need a firm grasp of economics or engineering to help a client work on RisJI:lefhis
or her project. ~is/RerHis or her grasp of language in the document should make the topic largely understandable
regardless of prior knowledgeRelp yOl:Jl:JnderstandiRe topis. Some clients may tell you otherwise-that their subject
matter is too difficult or will not make sense to you, so they do not need you to check content-but that usually is not
the case. We all have a comfort level~-but d()l'-}tnot be afraid to reach beyond it.

Diffel'eBt Challenging Clients
ENGLISH LANGUAGE LEARNERS

(ELL)

While all clients are individuals with different concernsindividl:Jalleaming issues, there are some learning issues
common to ELLs as a group. TRese insll:Jdeincluding article use, denotation/connotation, vocabulary, word forms,
preposition use, verb tenses, and more. There are a number of handouts to help you address these issues, but
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really, working with ELLs is similar to working with native English speakers. In both instances, you should tackle
higher-order concerns first (M.:..fulfilling the assignment requirements, organization, etc.) and then attempt to explain
the lower-order concerns. Occasionally, some ELL clients will want to practice their pronunciation and conversational
skills with you. These are usually fun

CLIENTS

WITH LEARNING

sessions; just make sure to be patient, enunciate, and have a dictionary handy.

DISABLED

DISABILITIES

There are a number of learning disabilities that affect writing skills including familiar ones like dyslexia and not so
familiar ones like expressive language disorder. Some signs of a learning disability might include difficulty iR-with
reading or writing, memory, attention, comprehension, logic~reasoning,

and/or social cues.

However, even if we notice one of these issues, W we are not allowed to ask if a client has a learning disability. If
they themselves are aware of it, it is their choice whether Of-Aet-to disclose it; some will, and-some will not. If you
suspect that a client you are working with has an undiagnosed or undisclosed learning disability, there are resources
available for both you and, most importantly, your client, and you should contact Jodie or Gail as soon as possible
after your session. You may provide information about the CAAR office or counseling services, but you ~annot
tell the client to go to either of these offices or directly contact the resources about a client.

RESISTANT

CLIENTS

Sadly, there will always be those clients who are resistant to tutoring for a variety of reasons: they feel they do not
need help, they feel stupid or embarrassed, they resent being required to come, or they feel it~ is a waste of their
time. These sessions can be very frustrating experiences for consultants, but it is worth keeping in mind that the
clients may not understand the process. Thankfully, sometimes we can identify these situations and still have a
productive session by trying to address the client's concerns and puting him or her at ease.7

Identifying Resistonces -You will be able to-easUy spot the following traits of resistant client§.-easily traits:

notes,

•

Ithey do not take

•

Ithey d~

•

Ithey talk excessively about things not related to the session or to writing in an attempt to distract the futor,

•

Ithey ask-the tutor to do their work for them, directly or indirectly.

not speak or are arqumentanve,

All of these behaviors are contradictory to a prodl:lcti'le session and to ol:lr rnission as consl:lltants. So, what shol:lld
~
Handling Resistant Clients~:'Here are some strategies for getting a session back on track:
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Try talkingTalk about something of other subjects besides school for a bit-while and then casually try to
casually bring them back aFGIffiG-tothe subject of their paper again.

.•. Try a version of the silent treatment: ask a airectea Ejuestionana silently wait for the answer.
Be-honestfofwaFG:tell them you feel like the session could be going better and ask them if mere's ~

+

_+

anything wrong.
_GeRtly-Bremind them 9ml!!Y-that this is their paper and their grade on the line and that, while you want to
help, you cannott-do that unless they participate .

.•.-Try
_+

a version of the silent treatment: ask a directed question and silently wait for the answer.

_Offer to reschedule. Let them know that you understand that it~~ hard to be productive some days. If yeti
they do want to reschedule, alse-Iet them know that their next appointment doe~not

Special Cases:

have to be with you.

Sometimes. a client will tell you he or she is only interesting in getting the feedback form and does

not need a session. After trying the above strategies. if the client still refuses to participate in the session. write the
following statement on the feedback form prior to copying and stamping it for them: "The client was only interested in
securing the feedback form and was not actively engaged in the tutoring process." Even though it might be a little
nerve-wrackin to write somethin ne ative knowin the client will see our comments it is im ortant to noti the
professor that his or her student did not meet the assignment requirements. When a professor has a student make
an a ointment with the UWC whether it is re uired or for extra credit the ex ectation is that a student a will
participate in at least a 25-minute appointment and (b) will participate in said appointment. and the feedback form is
proof that the client has met these two conditions. To just give a client a stamped copy of the feedback form when he
or she has not actively participated in a session is dishonest and not in the spirit of the UWC's mission.
You may also encounter clients who are less than polite. and while it is always important to remain professional, you
do not have to tolerate excessively rude or disrespectful behavior. If someone is openly hostile, verbally or physically
harassing, or otherwise threatening you, please let Gail or Jodie know right away. They will step in and let the client
know that his or her conduct is unacceptable and. if necessary. ask him or her to leave.
+

If the client tells you s/he is only interesting in getting the feea9ack form ana aoes not acti'Jely participate in
the session, write the follo¥.'ingstatement on the feedback form prior to copying/stamping the form: "The
client 'A'asonly interested in securing the feeaback form and '""as not actively engaged in the tutoring
process."

Plagiarism
According to the section on Academic Misconduct in 2011-2012 Undergraduate Catalog. plagiarism. whether
intentional or not. includes improper or missing citations for work that is directly quoted or paraphrased as well as
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claims of sole authorship when there are other contributors (Northern Illinois University, 2011). For the UWC, this
defintion means that plagiarism plays a role in many of other policies and explain why we require clients bring two
co ies of their work see a e

and wh all members must be resent to tutor rou work see a e

. it also

gives us a standard to refer to when tutoring clients who use research in their work.
If you suspect a client has plagiarized (often you will notice a tooe-change in tone or and a change in the level of
language used in these cases), address the concept openly-without making an accusation. WITHOUT MAKING AN
ACCUSATION. You caA-should ~ask,

"Are these words and ideas based on some of your research?" Most

clients don:t not-intentionally use other peoples' work, er-and sometrnes, they simply do not&t understand the rules
of citation (e.g. they do not know that paraphrases must be cited). This issue is something we can definitely help
them with. Technically, the client has not committed plagiarism until the document is turned in for a grade; therefore,
we cannot tum a client him/her into Risfherhis or her instructor/professor. We can, however, help the client learn how
to document sources accurately and explain the potential consequences for the first offense: minimally, failure of the
assignment and, possibly, failure of the course with documentation submitted to the Judicial Affairs Office as part of
the client's permanent record. If it is not the first offense, the client will probably be academically dismissed from NIU.

General Tips
Tutoring ~kills and Strategies

After assessing Yol:lrclients' needs and setting goals with them, the only thing left te do is ruter! To be a successful
tutor. aAlI it really takes on your part is the ability to assess a client's writing needs. to talk about writing and the
writing process. and to listen. which is the most crucial skill of them all.

+

+

al3i1ityto talk al3ol:ltwriting and the writing ~rocess (which YOl:lall ha¥e)

+

al3ilityto assess a client's writing needs (which comes1J.'ith~ractice)
al3ilityte listen Listening is crucial. The UWC I/'JritingCenter is a service that is offered offer feF--the-clients

to--helpwith them-accomplishl!1g their goals. To this end, we want-the clients to guide their own sessions by telling us
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what their concerns are. Many clients In some cases, they know what they struggle with their issl:les already, so aM
we need to use listening as our primary assessment tool.- In additionAlse, in most cases, because in most cases they
know the subject they are writing about better than we do, anG-we need l=Iave-tolisten to them and defer to their
knowledge of abet!t-the field.

Some other useful strategies include
_. _habit of modeling good scholastic behavior·t_.

Modeling is l:IsingYol:lrwriting as an e*ample of good scholastic beha'Jior. Not a single _one of-I:Is
has..illl-Abh of the answers:...TWwhenyou get stumped by a question from your client, look at it as
an opportunity to model good client behaviorstudying habits: ask a peer or boss, use reference
books, or look something up on the internet. If you admit that you don:t not know what a word
means (or how to spell it) and pull out a dictionary, your clients are all-the-more likely to pull out
their dictionary next time they get stuck on a word.

_. _bein9. tactful, bl:lt honesthonest but tactful
+_.

Clients need to know honestly what their writing issues are. Likely because no one has wanted to
offend them, +ee.-many clients are never told in clear language jl:lst where their trol:lbles liewhat
they need to improve on", so they cannot work to become better. However,-Ht does no one any
good to be scared away by rude, insensitive consultants! Do not be cruel. do not pick on the client
(his or her writing abilities or personality), do not "grade" him or her (it is not your place as a peer),
and do not say things that are not constructive. Instead, be tactful. compassionate, and empathetic
but also honest about the issues you see. For example, you can say, Say; "You know, I've noticed
a couple of things about your paper that are grammar-related, but really the biggest thing I see.
and what I would~ like to spend the most time on. is that the verb tense shifts from present to past
and back to present. Here are some examples of what I mean." Don't be crl:lel, don't pick on the
client (either his ••••
'riting or his person), don't "grade" him/her (it's not Yol:lrplace as a pee0, and
don't say things that aren't constrl:lcti'le. Instead, be tactfl:ll, compaSSionate, empathetiC, bl:lt honest
abol:lt the issl:les YOl:lsee.

_. _pickin9. your battles=+_.

There is absolutely no need or reason to argue with a client. Nothing we do is worth raising voices
over. If sfhehe or she absolutely refuses to hear what you are saying about an issue that you think
is important (M..repetition, for instance), simply move on to something else. Ultimately, this is
l1isfheFhisor her paper, and if you have:ve presented your concerns tactfully and honestly, it is
l1isfheFhisor her choice whether 9f-AGt-tofollow your advice. If it is not just a certain piece of advice
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sfI1ehe or she is not interested in and the client strikes you as being overly-resistant and not
interested in being in session in the first place, please see the section on resistant clients.

Ti s pFoeess-h- -fIldiko Carrington~

I~utorin

.•

Have the client sum up '",hat slhe wants to accomplish in the draft and how s/he has de\leloped it.

.•

,fI,S

the client reads, take short notes on your copy of the draft (if you have one). Try to prompt the client to

talk about the concerns you see in the draft rather than pointing out directly what you think needs ',\Jork.In order to
faciliate learning, try to prompt the client to talk about the concerns you see in the draft rather than pointing out
directly what you think needs work and how you would fix it. Some questions you can ask to get the client thinking
about revisions include
a_. _What was your intended purpose? Do you think the paper accomplishes this purpose?
._t

_Why did you choose that quotation?

A~How do you think someone might disagree with your point here?
A~_Which of your sources might help you to support this idea?
._+

_How could you further develop this idea?

.~Where

in the draft might it be more effective to ask these questions?

~~ Who might benefit from reading this paper when it is finished? How can we tailor this section to that
audience?
A_*

_How else could you say this?

'~What
"_+

connections could you make between these paragraphs? These sSections?

_What might be a more effective word choice? How would it convey a more persuasive or appropriate tTone?
.•

Always encourage the client to write notes, outlines, ideas, etc. Do not under any circumstances

make a copy of the

U'JlC

draft for the client or give your notes to the client! They are the property of the uwc

(considered Ork product) and are used to monitor hO'I1'1••ell e do our jobs.
I••••

.•

l ••••

If you do not know the answer to a client's question, ask another consultant or check the UVVC

resources.
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Relationships

Clients
The consultant/tutor-client

relationship is a unique one. You are their peers, not teachers, but still, you are imparting

knowledge to them, and at times, that can feel strange--especially

t9-when working with clients who are required

to come here. You can alleviate this awkwardness basically by being yourself, open and friendly, but also
professional at the same time. You do not have to reveal any personal information about yourself other than your
name-, but iU you would:e-like to use yourself as an example, however, to illustrate a writing concept, and if it is
appropriate, that is your prerogative. Similarly, while you '••••
ant to listen to your clients' needs, and sometimes it is
helpful for them to get some things off their chest, you are free to guide the conversation back to the task at hand
(writing) at any time. Sometimes conversations that are not about writing can help break the ice, loosen clients up, or
help them refocus their ideas (everyone needs to vent sometimes), but at the same time, it is important to remember
why you are both there; you do not have engage in small talk or chit chat if that makes you uncomfortable, and you
should feel free to guide the conversation back to the task at hand at any time." There is information in this binder on
'••••
hat to do if a client is resistant to tutoring. If a client tries to discuss inappropriate things with you, threatens you, or
makes you uncomfortable, see Gail or Jodie right away. You will be asked to document the experience--minimally
for UWC records and perhaps for the Judicial Affairs office.

Professors
There is an invisible third person present at every session: the client's teaGAerprofessor.

It is sthehe or she who gave

the assignment, and sthehe or she who will be judging the work. Often, we are required to interpret the teacher's
professor's assignmentdirections

or , meaning, handwriting,etc.,..for the client. Again. helping clients become

successful in college includes encouraging modeling good scholarly behavior, and developing relationships with their
professors is one very good way of doing that.

Remember; do not criticize the teachersprofessor,

theif..his or her comments, or all his or her-_assignment in front of

the client. regardless of how you feel. .,..The reason for this policy is twofold. First. it is not your place to evaluate the
professor. It may be tempting to criticize the professor or mock the assignment prompt in order to gain a rapport with
the client, but it is inappropriate and does not model good scholastic behavior for the client. Second, speaking badly
of the professor TRat-limits his or her their-credibility in the eyes of the client and will, in tum, lessen the effort that
client will put into that assignments. which does not benefit the client and is counterproductive

to the UWC's goals"

Do your best to help the client fulfill the assignment based on your o'••••
n knowledge of what has been assigned. If-#le
client is confused by a concept or forgot to write dO'Nn something the teacher said, encourage him/her to check the
Blackboard or WebBoaFd, to email the instructor,or to drop by during office hours. Again, helping clients become
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sl:Jccessrulin college incll:Jdesencow=aginggood scholarly behavior, and developing relationships '••••
ith their
professors is one very good way of doing that.~

Fellow Consultants

Asj!-was mentioned-in the introductionat the 'Jery beginning, you all have some special qualities in common with
each ofher, or you would not be here including -a love of writing,and the comprehension of how important it is to
success in college, as well as athe-<lesire to help others,-and the understanding and compassion it takes to do so;
and a cornprehension of how irnportant writing is to sl:Jccessin college. Because of thgese similarities, we hope that
you ~will-au be able to get along with each other and that some of you may develop friendships. However, ;-bI:H-ali
we ask is that you be courteous, respectful, and kind to your fellow consultants. If there are any disagreements
among you, please see Gail or Jodie to discuss it.

Senior Staff

Even though Jodie (tech specialist) and Gail (director) have different positions within the UWC, we are the senior
staff, and as such, we collaborate on decisions regarding --UWC

operations-this responsibility includes

scheduling walk-in sessions when you have cancellations and occasionally stepping into your sessions. We are not
trying to overwork you or undermine your authority though.~
If you have any concerns, please feel free to come to us with any questions at any time. We are niceJ.,'--Y'iWecare.,
.§And chances are at least one of us has been there.
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Mentorship PrograDl
Mentoring and Being Mentored

Each new tutor will be assigned a mentor, or an experienced tutor. This person will be the one you can ask
questions, vent to, and/or tap for resources throughout the semester. In reality, we are ~Abb-available for sooR
tRiAgsassistance, and you should never hesitate to ask us, but if you would like a go-to person who is familiar with
your strengths and weaknesses as a tutor, then your mentor will be there.
New tutors will meet with their mentors on a weekly basis the first semester. Mentors and new tutors will need to go
through the following mentorship agreement together, sign it, and return a copy to Gail. Initially, ~tAe-new tutor
Gonsl:lltantwill watch sessions performed by the mentor and other UWC consultants, and then stAehe or she will be
observed conducting a session. After completing training and all observations, if the mentor feels the new tutor is
ready to starting conducting sessions on his or her own, and disGl:Issingthe session ',\liththe mentor, the he or she
new person shall be "loosed upon the public at large."H
For examples of the mentorship agreement and observation forms, please see Appendices

and

New Gonsl:lltantswill meet with their mentors on a weekly basis the first semester. ¥Ol:land Yol:lrmentor Gange
throl:lgh the following mentorship agreement together and retl:lFRa GOpyto Gail.
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ElDployee PerforlDan~e
ObservationlNIU

work performance

At some point during the course of the semester, you will be observed by Jodie or,Gail, or a designated gradl:late
assistant. Observations are notThis isn't meant to be scary or, threatening, or Big Brother ish; it is simply the best
way to accomplish three things:

Employment Information
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to see how effective our training is,

•

to see if there are areas we need to discuss with you personally, and

•

to see if the level of tutoring is fairly consistent from tutor to tutor.
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Policy Violation
On the rare occasion that a UWC policy is violated by an employee, a formal written report will be drafted. After three
written violations, the employee will be terminated.

For examples of the policy violation form, please see Appendix
NOTES:
+

See the next pages for copies of the employee performance E!ocl:Jments

+

Copies of any anE! all E!ocl:Jments will be 9i'len to the consl:Jltant as • •••
ell as kept in histher U\\'C personnel
fo\Gef;
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General Personnel lniorlDation
Payroll
NIU university employees are paid bimonthly on a two week delay. Pay periods are from the 1~st of the month to the
15~JR and from the 16th_-tothe end of the month-of the month, and 7"Q-Paydaysare on the 15th and the last working
day of the month. Because of the delay, income earned in the first pay period of, for example, September is paid on
the second a da Le. Se tember 30th and income earned in the second a

eriod of Se tember is aid on the

first payday of the next month (Le. October 15th). If either payday falls on a weekend or holiday, you will receive
payment on the closest business day before it., or whatever working day is closest to the 15th and end of the month.
(Good Il:Ickfigl:lring that Ol:lt)!For example, if in October the 31st falls on a Sunday, you would be paid on Friday the
29th •.

on the timesheet . Eve two weeks either Jodie or Gail will have an official timesheet for the universit

rinted off

that you will need to check for accuracy and then sign.

Mailboxes
Each tutor has a ¥oor-personalized mail pouches; graduate students can find theirs on the grad office dOOLwhile
undergraduates can find theirs are located on the kitchen door, both arranged alphabetically by yoof last name.
Please check them frequently as that is where you will find your payroll information and, of course, unbelievably
important memos; notes, etc.

Kitchen Use
CLEANUP

Feel free to use what you need to in the kitchen, but PLEASE please clean up after yourself. That means doing your
own dishes, wiping up spills on the counter or in the microwave, and turning off the oven and coffeemaker when you
are finished using them. Do not let your food sit in the refridgerator until it spoils and makes the entire refridgerator
smell bad. it becomes a science eXf>eriment.\fJ,'e'rea '••••
riting center, not a chemistry lab!!!
Also, do not rinse any J*H food down the sink. The garbage disposal does not work, so the sink will back up, which is
(not a pretty sight and not worth the plumbers rolling their eyes at our inability to follow directions}. On the f>ll:ISside,
the coffee and tea and miscellaneol:ls foods on the shelves are for all to share, so helf>YOl:lrself!
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FOOD AND BEVERAGES

Any miscellaneous food on the shelves are for all to share. If you would like to make coffee, we have a coffeemaker
and assorted leftover creamer and sugar, but you will need to bring your own grounds.
POP and water are 50 cents each; there is a money jar (Le. a coffee mug) in the kitchen to put your money in. So that

everyone can continue to enjoy this privilege, please do not help yourself to a beverage unless you have the money
to pay for it that day. It is easy to forget to bring money in the next day, and if the money jar is short, whoever is
picking up drinks and snacks will have to pay some money out of pocket. On the ~Ius siee, the coffee, teas, ane
miscellaneous fooe on the shelves aFefoFall to shaFe,so hel~ youFSelf

Voicing Concerns

If at any point you have a problem of any kind, either with a co-worker or a client, you should contact Gail or Jodie
immediately. Our door is always open (unless it is closee, in '••••
hich case knock fiFSt~Iease). We take your concems
seriously and want to do what we can do to ensure a positive, friendly, and professional workplace.
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Personnel Poli~ies
Scheduling
• Design a schedule that will be consistent all semester. If you need to change, it is not 1ft as problematic with
the electronic system, but you may already have appointments scheduled. Shifting appointments is not
always as easy as it might seem.
•

Set your schedule so that you can arrive at least 10 minutes before the start of your shift to allow time to
settle in and ~ready

to begin.

Time-off/Calling in Sick
•

If you need to take a day(s) off, call to let Jodie or Gail know when as soon as possible:-_-Wewill be happy to
block out your times and shift appointments if possible. Please do not just call or email that you are not
coming in. While we realize that conflicts can occur at the last minute, if you are booked, you are
responsible for those sessions.

•

If you are going to be late, call so we can make adjustments or let the client know you are on your way.

•

VlJeunderstand that everyone gets the sniffles, gets stuck in traffic, has family emergencies, and sometimes
just spaces out. And while we try to be accommodating in these circumstances, please be aware that
sometimes it simply isn't possible. If you are sick or going to be late, by all means, call, and '.'Ie vt'ill try to
shuffle your clients to other consultants but know that you are ultimately responsible for covering your shift if
we can't make enough adjustments.

•

If you are sick, call us to let us know about how long you think you will be out. Please do not just email us
that you are not coming in.

Employment Information
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As much as you may want to come in when you are sick, please stay home, especially

if you are contagious. While it is difficult to shift appointments, we do not want to make our clients
sick, so it is better for you to stay home and recuperate.

Leaving Work Early
If you finish early, do not just-Ieave without first asking if there is anything you can do (e.g. take a walk-in
appointments,

help with online sessions, filing, cover reception, etc.). Chances are good that we will let you leave

early, but do not just disappear. Make sure your time card reflects the time you actually leave to the closest quarter
hour unless Gail or Jodie tells you otherwise. ~

If YOl..J are a peer Gons\:lltant or a st\:l€lent reGeptionist, make s\:lre yO\:lwrite in yO\:lr hO\:lrs on the timesheet before yO\:l
leave work every €lay. This will help immensely when it's payroll time.

If yO\:l \:Ise€l any €Iishes, ete. in the kitehen or bro\:lght them into another area, please Glean \:Ip before yO\:l lea\'e. YO\:l
might also browse the appointment sGhe€l\:lle to see 'Nhat yO\:lr next work €lay looks like.
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MiseeUany
Contact Information
HOURS

Generally, we are open Monday through Thursday, excluding school holidays and breaks, from 8:00am to 5:00pm at
Stevenson South and from 5:30pm to 8:30pm at Founders 302.

PHONE NUMBERS

Our phone number at Stevenson South is (815) 752-6636, and our phone number at Founders 302 is (815) 7526630.

LOCATION

Our main center is in Stevenson South, B Tower, Lower Level, and our satellite center is in Founders Memorial
Library, room 302.

WEB ADDRESS

Our web address is http://www.uwc.niu.edu.

Special Projects
SERVICE PRESENTATIONS

Occasionally. Jodie or Gail will ask you to give a presentation promoting the UWC to a class here at NIU (e.g. UNIV
101. ENGL 103). You will want to hand out brochures; explain what the UWC is all about including what services we
offer. where we are located. and how to contact us; and then ask if anyone has any questions. The consultant §oes
to inai'liaual classrooms ar:meawith knowlea§e ana brochuFesto intFOaucethe UWC to a whole new batch of clients.
If you love the UWC and think you can confidently speak of its virtues in front of a large group, please see Gail or
Jodie to volunteer.

SEMINARS

Periodically throughout the course of the semester, we will ge-giv~

seminars about topics that are of frequent

interest to our clients: for example, how to write resumes/cover letters, how to write a statement of purpose, what
belongs in a personal statement, or what an APA paper should look like~,ana thin§s of that natUFe.If you have illlY
presentation suggestions or if you have special knowledge of a particular topic of these OFany topic you think woula
be helpful for our clients and if..you are interested in sharing that knowledge, please see Gail or Jodie.

Employment Information
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HANDOUTS

It is helpful to have a collection of handouts (hard copy and/or electronic) to share with the staff and the clients, so
from time to time, you will be asked, or you could volunteer,-to develop information that explains some facet of writing
in a particular genre or disciplines or that gives tips on how to navigate components of the writing process, for
example.

UWC Resources
COMPUTERS

If Yol:llook arol:lnd, Yol:l'lInotice that we have ql:lite a fe'N compl:lters in the UWG. The computers in the UWCse are
for you to use with your clients, but you are {of course} free to use them during a breathe these as long as no client is
waiting for one. We do ask, however, that if you are on the internet, please use common sense as far as the content
of the websites you are visiting.
Do not download materials to these computers, unless you are working with an emailed document. In this case, if you
just save the document without designating a specific place for saving it, it will save as a template and be extremely
difficult to retrieve, even if you have revised or edited it. When you are opening an emailed document, save it to the
desktop or to the student folder (if there is one on the desktop), work on the document, and then minimize it while
resending it in an email. Once it is successfully sent, close the document, and drag it to the trash.

PRINTERS

We do not have printers for client or GR-tutor use. There is a 24-hour computer lab on the other side of the stairs. To
print in the computer lab, clients will need to have an NIU OneCard to swipe before retrieving the printed documents.
_._Note:~:

We do not have any control over the computer lab - including the printers. On rare occasions,

we have gone over to help a client figure out a problem. But, it is very rare.

COPIERS

We do not have a budget to make copies of consultants' or clients' papers or other non-UWC documents. However,

iU you want to make copies of ~ some of the handouts

in this binder to give to the client or copy the feedback form for

the client's professor, you may. then the copier in the main room is available for sl:lch pl:lFposes.
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Inirodn~iion
Welcome
Welcome to the University Writing Center (UWC)! It takes a certain type of person to want to be a writing tutor. You
were selected for a number of reasons:

•

you have a passion for talking about language use and stylistic challenges in writin~

•
•

you are compassionate and comfortable with all kinds of people and ability levelst.

)

J

you understand that it is impossible to be a successful college ~tudent

without at least a basic

proficiency in writing, and

•

you want to help the UWC clients attain that proficiency.

This final point is what the UWC is all about. Our job is help our clients become better writers through the tutoring
process, which can be somewhat confusing or frustrating at times for the tutO!fbut1fu' also incredibly satisfying. The
following Tutor Manual is designed to provide you with basic information about working at the UWC and tutoring in
general as well a~nswer any questions you may have about our policies and procedures in hopes of making your
transition a little smoother. Happy reading and remember: learn 'em good!

UWC Purpose & Goals
WHAT UWC WILL Do

As our brochure states, we are available to help clients become more proficient at writing for any type of project:
of:

academic (Le. any class or assignment), creative, ~personal
1\

(e.g. resumes, application letters). Some specific

things we as consultants can do to address clients' needs include
•

identifying clients' writing strengths and weaknesses

•

providing strategies for researc~ocumentation

•

modeling strategies for prewriting

•

helping organize thoughts or paragraphs

•

explaining revision tactics

•

teaching self-editin~~

•

illustrating source documentation using the properforma~ (e.<j·

•

helping organize and practice presentations with clients

•

teaching computer (word
processing) skills
;1\

uAQrel

A~A

0'

tv\~)

e.~.

WHAT UWC WILL NOT Do

We do not proofread papers, nor do we so-called fix them. Why not? Theslctions

will not help clients in the long

run. To simply change a comma to a semi-colon for them will never teach them how to use commas and semi-

Introduction

4

colons. Additionally, fixing their papers minimizes the clients' ability to claim sole authorship, which is akin to
plagiarism. (For more information, see the section on plagiarism.) To ensure that clients' work is always their own, we
conduct client-guided sessions. Through dialogu~ ~~i~g
/

challengel"

)~I

with each writer about his or her strengths and

we actively engage writers in a process of leaming writing-related skills to apply to a broad range of

future endeavors rather tha~

meet the needs of a particular assignment. We attempt to answer clients' writing

questions, often using their own work as an example, and encourage them to practice what they have learned. Our
goal is to help clients become better writers, and to do so, we facilitate leaming by making sessions client-focused,
not just paper-focused. Remembe~3o

client is going to leave th~

leave with a better understanding of writing.

with a perfect paper, but he or she should

UWC Manual

Pr~edures
Before Sessions
ARRIVING/CHECKING SCHEDULE

•

/'or(p.r...

(00«'

Put your belongings (e.g. purses, backpacks, etc.) in the kitchen or grad office. There are hangers in the
kitchen. While we have only had a few problems with belongings"'- walking off, it is better to be safe than
sorry.

•

Check your schedule when you first arrive and periodically throughout your shift (especially if you are going
to run to the computer lab or go upstairs to get food) as you may have additions and/or cancellations. It is
your responsibility to know when your appointments are and be prepared for them. However, please do not
interrupt whoever is working reception to ask to see your schedule if he or she is working productively. If you
have an appointment coming in, stick around so that the receptionist does not have to come find yo~

~ ~

not block the traffic pattern around the des~The clients have to sign in, and the

)

students/faculty moving in and out of the classroom will need space to walk without interrupting the
sessions.

DOWN TIME/BEING HERE

•

If you are not in a session, you may work in the kitchen/break room, in the grad office, at one of the tables
on the computers in the back, or in the computer lab next door.

•

If you do leave our area, make sure you let the receptionist know where we can find you just in case your
client comes in and you are not back yet. However, the receptionists should not have to come find you each
time, so keep an eye on the clock so that you can be ready for your clients when they arrive. You may
conduct your sessions in the front or back area, depending on where you and the client feel most
comfortable. You may also use the conference room if it is available. If you are working with a group, the
back tables or the conference room are probably more practical since those options are usually quieter and
offer more space to spread out.

•

Occasionally,especially near the beginning of the semester, there will be times when you are scheduled to
work and you do not have clients. In this event, ask if there is anything that needs to be done.
sometimesfe

could use assistance at the front desk or in the kitchen, or we may need help with filing or

creating handouts, newsletter articles, and/or seminars! If it is a really slow day, feel free to do your
homework. In fact, tutors hard at work studying i~ood

BEGINNING A SESSION

scholastic behavior to model for our clients.

Tutoring Information
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When you have a client, greet them pleasantly, tell him or her your name, and ask what he or she working on. After
spending a couple of minutes getting to know the client and determining what he or she is working on, the first things
to do are always just basic administrative tasks:
•

Ask the client to fill out the first parts of the Feedback Forms. (See examples of both the short and long

IUs Or htr

forms in the Appendices;f
•

Ask if~as

brought two copies of thdi?'(fraft. We ask clients to bring two copies so that they will

take t . ~tes

on theirA~v
res"~OUA copies and we can keep the copy with the tutor's comments. ThisPractiCR
~

I'\~

own;;r-"

u,

promotes ownership of the revision and the session for the client and keeps session records for us.

•

Note: Please see the section on,Q!agiarism for more information.
-.::;.
If he or she only brought one copy, explain our policy, write "no copy" on the feedback form, and then put
your pencil down. It is now up to him/her to take notes.

•

Finally, ask him or her if he or she has any materials related to the assignment from his or her professor
(e.g. prompts, rubrics, texts, etc.). Try to first establish if he or she understands the assignment and then
determine what his or her writing concerns are.

During Sessions
ASSESSING A CLIENT'S NEEDS

It may be an oversimplification,
•

but it is helpful to separate clients' writing errors into two major categories:

higher-order concerns (or global errors)Y
organization of ideas
thesis development
argument logic

~.

proper citat~rence
•

to prompt instructions

lower-order concerns (or local errors)j/
verb tense
comma use
spelling errors

Higher-order concerns should be addressed first if for no other reason than because it might not do a client any good
to change a comma if he or she needs to eliminate the whole sentence. Perhaps more importantly, however, a well
thoug~'\ out paper with a clear thesis will receive higher marks than a paper with perfect grammar that lacks
organization or has faulty logic. We are doing the client a disservice if we merely proofread a paper when there are
bigger issues. Appointments often go by quickly, so try to tackle global concerns first; a spell-checker will catch a fair
amount of what proofreading is left.

.
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Sometimes, what a client tells you he or she needs help with differs from what you believe to be the main writing
issue. He or she might believe that he or she just needs help knowing when to use pronouns, but you may notice that
he or she has no clear thesis and that the paper is all over the place.
•

I~S cast. tell the client that while his or her pronoun use is something you want to work on if you can, for
this particular paper, you are more worried about the lack of a thesis, and it might be in his or her best
interest to start there.

F

Similarfy, some clients have more issues than you think you can conceivably cover in the allotted time.
•

-

the.

~(-.

In this scenario, tackle higherorder concems first, then errors that are the most recurring. If aftt:tJou have
discussed a solid organizational scheme for the paper you notice that the author jUldoes not know how to
use it's vs. its, find a number of those examples in the paper and teach the client the correcfsag(

Then,

have him or her try to identify the error on his or her own and self-correct. At the end of the appointment,
;xPlain clearly what errors you are seeing in the paper, and encourage him or her to make another
apPointment~ake sure that he or she knows about his or her specific writing issues-for instance, tell him
or her that next tim~ou want to definitely work on subject-verb agreement and transition usage. Then, if for
some reason he or she doesJ(teiio
j\
he or she does work with.

work with youhe or she still has something concrete to tell th~tr
1v
j\

READING ALOUD

From a practical standpoint, you cannot assess a client's needs without reading a sample of his or her work. There
are different ways to do this, and every tutor has a different strategy: some tutors prefer to have the client read, while

".arsa.rr~~~

some tutors correct errors sentence by sentence, while others read the entire
others opt to read themselves;
o(even mtlre
paragraph before making any suggestions.

11\

However, at some point in the session (unless you are just brainstorming), you will want to do some reading aloud.
Why? Reading aloud prevents the tutoring process from devolving into editing; when the tutor reads Silently, it is
easier to make corrections without the client's participation, which is not in keeping with the collaborative nature of
~+O~~AdditionallY,
gtsometimes,

it is often easier to hear a goofy sentence than to see it.

you might want to scan it quickly before you do any reading aloud (this can be done while the client is

filling out the paperwork), especially when a client says he or she is having trouble telling if the paper flows or figuring
out where to put paragraphs. Scanning first can help you assess if, indeed, higher-order concerns should be
addressed first. You may want him or her to gloss each paragraph individually, coming up with a one or two word
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...J. .!)'{

summary of each. Then, help hhr!,er retroactively construct an outline (i.e. make a reverse outline) and fit each
1\

paragraph where it logically should go. Finally, after reordering the paragraphs, you might want to start reading alou~

Ultimately, the best way to assess a client's needs is t6@)figure out what the teacher expects of them~) listen to
what their own writing concerns are, an~) read the paper aloud and draw conclusions based on your professional
judgment.

GOAL SETTING

Be honest with yourself and the client about what you can do in the allotted time. If he or she has signed up for a 25
hirnoyhu
minute session and brought eight pages, tell~kindly
that you will more than likely not get through that amount of
....,
text because even in the best case scenario, ~~a

tutor can only get through 3-4 pages in a 25 minute

session. Give them the opportunity to make an additional appointment.

Remember too: we are not miracle workers. We cannot tum a D paper into an ~ pa~Ct.~or should we. All we can do
is try to teach our clients something that they can use for this aSSignme~~

iventually, over time, they hopefully

will have enough knowledge and confidence to begin writing those A papers from the get go.

KEEPING

TRACK OF TIME

Time management is very important, especially during midterms and finals, the busiest times of the year for us. If a
client is signed up for 3D-minutes, end the session at the 25 minute mark. Similarly, if a client is signed up for an hour
or 90 minutes, end ten minutes early (at the 50 or 80 minute mark). That leaves time to fill out the paperwork, make
any copies you need to, put reference materials away, etc.
It i/1ur instinct to want to help a client as much as we can, right up until the last second, but if you get behind, you
may cheat another client out of a full session in the process. If you are working a fOlthour shift and you have eight
clients each with 30 minute appointments, you can see how every minute is going to be valuable to each of them.
You also cheat the clients when you come to a session tired and worn out from working non-stop; those five or ten
minute breaks give your brain a chance to rest and refresh before the next client, which is especially important at the
end of the semester when the UWC is busy and everyone is stressed.

After Sessions
ENDING

A SESSION

9
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Before it is time to end the session, tell the client you are going to have to wrap it up, and ask if he or she has any
more questions. You mat~:nt to .~

briefly list the issues you discussed in session and see if he or she is

comfortable with what has been learned. You both need to fill out the rest of the feedback form, and you may need to
copy and stamp it as proof of the visit. Ask if the client is interested in making another appointment (or suggest it if
you think it is warranted), and walk hir&h:rto the appointment desk. Wish hi~erl~ck,
~

and put the feedback form

A

~[QI9E1~t~e.JrJjI'llOU1T"i
1"IcomproY"'oit11
nrrt1ls~om'I"hIiP1eiM'p~al'llpel!tOr)
in the inbox.

PAPERWORK/FEEDBACK

FORMS

The feedback forms are necessary for our recordkeeping purposes (Le. for our annual database and, ultimately, our
funding reports), so it is very important to complete all of the information correctly. If the~on

~ing data entry ha,ls

to take the time to find the information, it needlessly extends the process, which is tediou~a~

is. Additionally, if the

client needs a copy for proof of the visit, it is important that the information accurately reflects the session.
We have two forms: the long form for clients visiting the UWC for the first time in a given academic year-defined as
summer, fall, spring, and intersession-and the short form for any subsequent sessions or the first session of a new
academic year. (See examples of both forms in the Appendices.)

Feedback forms (and the correct completion of them) are the~s

responsibility. Before your client leaves,

make sure that all of the information on the feedback form i:filled in (e.g(eacher's name, course information, etc.)
This information helps us understand who is using the center and why, which is important for UWC funding and
making data entry easier.

STAMPING

Make sure you ask if the client needs a copy of the paperwork for his or her professor. Often clients are required to
come in or will receive extra credit if they do, and they will need proof of their visit. If this is the case, make a copy of
the feedback ~orm, stamp the copy, not the original, with the stamp located on the front desk. Fill out the blanks
from the stamp (i.e. stamp color, the date, and your initials) in pen, and give it to the client. Then, staple the original
..)I1~"( htK"

feedback form to your copyof~

/l

paper and place it in the inbox.
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Walk-ins
If you are the sc!eduled walk-in tutor, treat it as you would any other 25-minute session bu e especially conscious
of tim~~~

there is one walk-in, there are usually many. However, please do not go over time, even if no one is

waiting. If your client needs more assistance, help him or her to make another appointment, and be sure to provide
them with a copy of our brochure.

90-Minute Appointments
We no longer schedule gO-minute appointments automatically. If a graduate student wants to request a gO-minute
appointment with a given tutor, the receptionist will ask the tutor n they are willing to work

w:f' that client for that long,

The choice is up to you as the tutor: gO-minute sessions can be mentally draining in gener~J>ut especially i~rht.
requesting client works with particularly difficult or complex subject matter. If you think that you will not be able to give
the client your full attention for the entire session, you should not feel obligated to accept; the client can always
schedule two separate appointments if they need that much time.

No-show & Late Clients
If a client misses three appointments without calling to cancel, he or she may only use the walk-in services for the
rest of the semester.

,Jt a client is more than 5 minutes late for a 25 minute session or 10 minutes late for a 50 or gO minute session, the
appointment may be cancelled, especially if there are people waiting or we are very busy. The policies are posted in
the center1\but1;Th~
heed to be explained
to clients from time to time.
1\
,
f.tvv,,\

01'\

~

wt~\~

~

Note: We have begun enforcing this policy more stringently in an attempt to curb tardiness. Thus, in most cases, a

~

late client will not be allowed to change his or her 50 minute appointment (e.g. 10:00-11 :OOam)to a 25 minute
appointment (e.g. 10:30-11 :OOam)to make up for it.

Groups
If you get a group, make sure all the members are present first. This point is important: the UWC cannot tutor any
group projects unless all group members attend, regardless of whether how many people contributed to the writing,

II
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because we cannot tutor people who are not present; it borders on plagiarism (see the section on plagiarism for more
information).

Our policy used to be that we would work on select sections of a paper if the group members who worked on those
sections were present, but due to complications, we can no longer do so.

-W

The following is an example of how you could explain this policy to clients who do not understand why we cannot
work with them:
All writers must be present to go through a group paper; otherwise, it is a form of plagiarism. There are two
reasons for this, both of which can minimize a person's claim to authorship. One, because your friend
contributed but he or she is not here, it is like you brought in someone else's paper and changed it, which
makes the paper your work, not your friend's. Two, even if your friend takes my suggestions that you've
written down and uses them, he or she is taking our ideas, our work from the session, and presenting it as
his or her own without contributing to the revision directly. Being able to claim authorship is important
because according to the Academic Integrity section of th~IU

Undergraduate Catalog, "Students are

considered to have cheated if they [... ] turn in a paper or an assignment written, in whole or in part, by
someone else" (Northern Illinois University, 2011; emphasis added). We doj(
A

::nt

to get into trouble and

neither do you and your friend. Next time, we will need all of the group members to come in.
'\\- This policy is explained in the Client FAQ and is displayed prominently on the UWC website as well.
[JNote: Please see the section on gagiarism for more information.
~

-

Assuming all group members are present, continue the appointment as usual. Then, when you complete the
paperwork for~p,
/\

please follow these procedures carefully:

•

Have each group member fill out a separate form.

•

Staple the draft to just one of the feedback forms.

•

Write "draft attached to

•

When you put the feedback forms into the inbox, do not staple all of the documents together because each

's form" on all the other feedback forms.

person counts as a session. Jodie and Gail do not always know to look for multiple feedback forms stapled
together, and each session equals potential funding.
Exams

If a client comes in with a written exam, we cannot discuss anything but grammar and punctuation. Any discussion of
content, thesis~ organization, or citationfo.

is not allowed becaus4!therwise, we are the ones taking the test. You

cannot tell the client that there are other problems either, even if you do not pOin~ut
are exceptions for specific classes, Gail or Jodie will let you know.

specifically where. If there

Tutoring Information
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Not Doing Sessions
The only legitimate reason for not doing a session is if the client brings in a draft for a class you are also taking or
teaching or if one client comes in with a group paper (see the section on Groups for more information). In the former
instance, let a member of senior staff know right away so the session can be switched to another tutor.

If you are uncomfortable working on a paper of a particular to~

talk to Gail or Jodie. While we will do our best to

accommodate you, it may not always be possible. Remembeprrour job is to act as a prepared reader and responder,
and as such, you may disagree with the clientJhowever,

by providing that kind of feedback, you will help the client

understand that not every audience is going to agree with his or her Position.('

13
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Challenges
Unfamiliar Subjects
The first (or second or twenty-fifth) time you work with a graduate student, an unfamiliar documentation style, or a
paper on biophysics or 17th century philosophy, you may feel overwhelmed, lost, or maybe even a little bit stupid.
But, rest assured, we have all felt that way about some session we have worked on. Remember: we hired you
because you are intelligent, witty, and charming. You can do this. You are a prepared reader and responder.

Do not be afraid to ask the client questions. Do not be afraid to tell him or her you know nothing about the topic at
hand-ask for somtarification

. Generally, the client will be very happy to discuss the project with you, which can

benefit him or her as much as it does you. Encouraging clients to articulate their ideas helps them think through what
they are saying and how they are, or perhaps should be, saying it.

pIn any cast. you do not need a firm grasp of economics or engineering to help a client work on his or her project~is
or her grasp of language in the document should make the topic largely understandable regardless of prior
knowledge. Some clients may tell you otherwise-that their subject matter is too difficult or will not make se~

to

you, so they do not need you to check content-but that usually is not the case. We all have a comfort level,~ut do
not be afraid to reach beyond it.

Challenging Clients
ENGLISH LANGUAGE LEARNERS (ELL)

While all clients are individuals with different concerns, there are some learning issues common to ELLs as a group
including article use, denotation/connotation, vocabulary, word forms, preposition use, verb tense, and more. There
are a number of handouts to help you address these issues, but really, working with ELLs is similar to working with
native English speakers. In both instances, you should tackle higher-order concerns first (e.g. fulfilling the assignment
requirements, organization, etc.) and then attempt to explain the lower-order concerns. Occasionally, some ELL
clients will want to practice their pronunciation and conversational skills with you. These are usually fun sessions; just
make sure to be patient, enunciate, and have a dictionary handy.

CLIENTS WITH LEARNING DISABILITIES

There are a number of learning disabilities that affect writing skills including familiar ones like dyslexia and not so
familiar ones like expressive language disorder. Some signs of a learning disability might include difficulty with
reading or writing, memory, attention, comprehension, logic or reasoning, and/or social cues.

Tutoring Information
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are not allowed to ask if a client has a learning disability. If they

themselves are aware of it, it is their choice whether to disclose it; some will, anc/!f;me will not. If you suspect that a
client you are working with has an undiagnosed or undisclosed learning disability, there are resources available for
both you and, most importantly, your client, and you should contact Jodie or Gail as soon as possible after your
session. You may provide information about the CAAR office or counseling services, but you cannot tell the client to
go to e_~~e

offices or directly contact the resources about a client.

RESISTANT CLIENTS

Sadly, there will always be those clients who are resistant to tutoring for a variety of reasons: they feel they do not
need help, they feel stupid or embarrassed, they resent being required to come, or they feel it is a waste of their time.
These sessions can be very frustrating experiences for consultants, but it is worth keeping in mind that clients may
not understand the process. Thankfully, sometimes we can identify these situations and still have a productive
session by trying to address the client's concerns and puting him or her at ease.

Identifying Resistance. You will be able to spot the following traits of resistant clients~
•

They do not take notes.

•

They do not speak or are argumentative.

•

They tal~xceSSiVelY about things not related to the session or to writing in an attempt to distract the tutor.
.
.e.i~
Theyas he tutor to do their work for them, directly or indirectly.

•

II

Handling Resistant Clients. Here are some strategies for getting a session ba~ on track:
•

Talk about something besides school for a while and then casually try t(.bring them back to the subject of
their paper again.

•

stnes!:

•

Remind them gently that this is their paper and their grade on the line and that, while you want to help, you

tell them you feel likethe sessioncould be going betterand ask them if there ~ anythingwrong.

*

canno," that unlessthey participate..
•

Try a version of the silent treatment: ask a directed question and Silently wait for the answer pffer to
reschedule. Let them know that you understand that i'~ hard to be productive some days. If they do want to
reschedule, let them know that their next appointment doe+t

have to be with you.

Special Cases: Sometimes, a client will tell you he or she is only interesting in getting the feedback form and does
not need a session.~tryiri

the above strate~he

client still refuses to participate in the session, write the

following statement on the feedback form prior to copying and stamping it for them: "The client was only interested in
securing the feedback form and was not actively engaged in the tutoring process." Even though it might be a little

15
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't"
ortant to notify the
.
.
. e knowin the client will see your comments,' ISImp
nerve-wracking to wnte somethmg negatlV
g
.
t When a professor has a student make
d'd teet the assignment reqUiremen s.
professor that his or her student I nO m
d1 th xpectation is that a student (a) will
n/"
f'
an appOl''ntment with the UWC whether it is required or for extra ere I,.' e e
.
I}lO !he feedback orm IS
participate in at \east a 25-minute appoin\ment and (b) will participate ,n said appo'n\me~
'"
.
.
\. t t
ed copy of the feedback form when he
proof that the client has met these two conditions. 1'0 lust gwe a c len a s amp
or she has not actively participated in a session is dishonest and not in the spirit of the UWC's mission.

~You

may also encounter clients who are less than polite, and while it is always important to remain professional, you

do not have to tolerate excessively rude or disrespectful behavior. If someone is openly hostile, verbally or physically
harassing, or otherwise threatening you, please let Gail or Jodie know right away. They will step in and let the client
know that his or her conduct is unacceptable and, if necessary, ask him or her to leave.

Plagiarism

According to the section on Academic Misconduct in 2011-2012 Undergraduate Catalog, plagiarism, whether
intentional or not, includes improper or missing citations for work that is directly quoted or paraphrased as well as
claims of sole authorship when there are other contributors (Northern Illinois University, 2011). For the UWC, this
defintion means that plagiarism plays a role if\D'lany qf other P9lici~s and explain why we require clients bring ,two

+\1Jl,5ec.:H.o~ tJ(\

copies of their work (se~p~"L)

lle91vtn\V\QG\.

'tiu

~\()()

and why all members must be present to tutor group work (se~

~(flof\

~);

r
OVl'VlrOu.ps

it also

gives us a standard to refer to when tutoring clients who use research in their work.

%" If you suspect a client has plagiarized (often you will notice a Cha~!
cases), address the concept openl~hout

making:

in tone or in the level of language used in these

accusati01fvYou should ask, "Are these words and ideas

based on some of your research?" Most clients dcQl0FtentionallY use other peoples' work, and sometimes, they
simply do not understand the rules of citation (e.g. they do not know that paraphrases must be cited). This issue is
something we can definitely help them with. Technically, the client has not committed plagiarism until the document is
turned in for a grade; therefore, we cannot tum a client into his or her ~professor.

We can, however, help the

client learn how to document sources accurately and explain the potential consequences for the first offense:
minimally, failure of the assignment and, possibly, failure of the course with documentation submitted to the Judicial
Affairs Office as part of the client's permanent record. If it is not the first offense, the client will probably be
academically dismissed from NIU.

Tutoring Information
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General Tips
Tutoring Skills and Strategies
To be a successful tutor, all it really takes on your part is the ability to assess a client's writing needt, to talk about
writing and the writing process, and to listen, which is the most crucial skill of them all. The UWC is a service that
offer clients help with accomplishing their goals. To this end, we want clients to guide their own sessions by telling us
what their concems are. Many clients know what they struggle with already, so we need to use listening as our
primary assessment tool. In addition, because in most cases they know the subject they are writing about better than
we do, we need to listen to them and defer to their knowledge of the field.

Some other useful strategies include
•

modeling good scholastic behaviorNo one has all of the answers. When you get stumped by a question from your client, look at it as
an opportunity to model studying habits: ask a peer or boss, use reference books, or look
on the intemet. If you admit that

A~UP

youE9

Will U<.

spell it) and pull out a dictionary, your clien~

not know what a word means (or how to

more likely to pull out their dictionary next time

they get stuck on a word.
•

being honest but tactfulClients need to know honestly what their writing issues are. Likely because no one has wanted to

offend them, many clients are never told in clear language what they need to improve on, so they
no one any good to be scared away by rude,
e;-rhMinsensitive consultants Do not be cruel, do not pick on the client (bis or her writing abilities or
cannot work to become better. However"fdoes

I

personality), do not "grade"

~te
him or her (it is not your place as a peer), and d~~~~
Y\

are not constructive. Instead, be tactful, compassionate, and empathetic buf~so

f",

(omtK£rt

that

honest about the

I

issues you see. For example, you can say, ~You know, I've noticed a couple of things about your
paper that are grammar-related, but really the biggest thing I see, and what I would like to spend
the most time on, is that the verb tense shifts from present to past and back to present. Here are
some examples of what I mean."
•

picking your battlesThere is absolutely no reason to argue with a client. Nothing we do is worth raiSing voices over. If
he or she absolutely refuses to hear what you are saying about an issue that you think is important
(e.~epetition),

simply move on to something else. Ultimately, this is his or her paper, and if you

have presented your concems tactfully and honestly, it is his or her choice whether to follow your
advice. If it is not just a certain piece of advice he or she is not interested in and the client strikes

+::S
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you as being overly-resistant and not interested in session in the first place, please see the section
on resistant clients.

Tutoring Tips by Ildiko Carrington
In order to faciliate learning, try to prompt the client to talk about the concerns you see in the draft rather than
pointing out directly what you think needs work and how you would fix it. Some questions you can ask to get the
client thinking about revisions include.~

-h>lk;w\~ (D

•

What was your intended purpose? Do you think the paper accomplishes this purpose?

•

Why did you choose that quotation?

•

How do you think someone might disagree with your point here?

•

Which of your sources might help you to support this idea?

•

How could you further develop this idea?

•

Where in the draft might it be more effective to ask these questions?

•

Who might benefit from reading this paper when it is finished? How can we tailor this section to that
audience?

•

How else could you say this?

•

What connections could you make between these paragraphs? These sections?

•

What might be a more effective word choice? How would it convey a more persuasive or appropriate tone?

18
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Interpersonal Relationships
Clients
The tutor-client relationship is a unique one. You are their peers, not teachers, but still, you are imparting knowledge
to them, and at times, that can feel strange-especially

when working with clients who are required to come here.

You can alleviate this awkwardness by being yourself, open and friendly, but also professional at the same time. You
do not have to reveal any' personal information about yourself other than your name, but if you woul4t
yourself as an exampl~~lustrate

to use

a writing concept, that is your prerogative. Similarly, whilfeconversations

that are

not about writing can help break the ice, loosen clients up, or help them refocus their ideas (everyone needs to vent
sometimeS),r

is important to remember why you are both there; you do not have engage in small talk or chit chat if

that makes you uncomfortable, and you should feel free to guide the conversation back to the task at hand at any
time. If a client tries to discuss inappropriate things with you, threatens you, or makes you uncomfortable, see Gail or
Jodie right away. You will be asked to document the experience-minimally

for UWC records and perhaps for the

Judicial Affairs office.

Professors
There is an invisible third person present at every session: the client's professor. It is he or she who gave the
assignment and he or she who will be judging the work. Often, we are required to interpret the professor's directions
or handwritin*r

the client. Again, helping clients become successful in college includes encouraging modeling

good scholarly behavior, and developing relationships with their professors is one very good way of doing that.

Remember: do not criticize the professor, his or her comments, or his or her assiqnment in front of the client,
regardless of how you feel. The reason for this policy is twofold. First, it is not your place to evaluate the professor. It
may be tempting to criticize the professor or mock the assignment prompt in order to gain a rapport with the client,
but it is inappropriate and does not model good scholastic behavior for the client. Second, speaking badly of the
professor limits his or her credibility in the eyes of the client and will, in tum, lessen the effort that client will put into
that assignment, which does not benefit the client and is counterproductive to the UWC's goals\

Fellow Consultants
As i as mentioned in thej[ltroduction,
~

you all have some special qualities in common with each other, or y.0u would

be here including a 10;' of Writinfnd

4Ciesire to help othe~d

the comprehension of how important it is to success in COllege($. well as

the understanding and compassion it takes to do so. Because of these similarities, we

hope that you all will be able to get along with each other and that some of you may develop friendships. However, all

19
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we ask is that you be courteous, respectful, and kind to your fellow consultants. If there are any disagreements
among you, please see Gail or Jodie to discuss it.

Senior St

Even though~odi
I)'

ech specialist and Gai

irector~ave different positions within the UWC, we are the senior

~

}

staff, and as suc~ we collaborate ~n decisions regarding UWC operations-this responsibility includes scheduling
walk-in sessions when you have cancellations and occasionally stepping into your sessions. We are not trying to
overwork you or undermine your authority though.
If you have any concerns, please feel free to come.to us with any questions at any time. We are nice, we care~d
chances are at least one of us has been there.

Employment Information
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lIentorshipProgramm
Mentoring and Being Mentored

Each new tutor will be assigned a mentor, or an experienced tutor. This person will be the one you can ask
questions, vent to, and/or tap for resources throughout the semester. In reality, we are all available for assistance,
and you should never hesitate to ask us, but if you would like a go-to person who is familiar with your strengths and
weaknesses as a tutor, then your mentor will be there.

New tutors will meet with their mentors on a weekly basis the first semester. Mentors and new tutors will need to go
through the following mentorship agreement together, sign it, and retum a copy to Gail. Initially, 4tew tutor will watch
sessions performed by the mentor and other UWC consultants, and then he or she will be observed conducting a
session. After completing training and all observations, if the mentor feels the new tutor is ready to starting
conducting sessions on his or her own, he or she shall be "loosed upon the public at large."

4Y' For examples of the mentorship agreement and observation forms, please see Appendices ~k
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ElDployee PerforlDan~e
ObservationlNIU

work performance

At some point during the course of the semester, you will be observed by Jodie 0 ail. Observations are no eant to
be scary or threatening; it is simply the best way to accomplish three things:
•

to see how effective our training is,

•

to see if there are areas we need to discuss with you personally, and

•

to see if the level of tutoring is fairly consistent from tutor to tutor.

Policy Violation

On the rare occasion that a UWC policy is violated by an employee, a formal written report will be drafted. After three
written violations, the employee will be terminated.

"8

For examples of the policy violation form, please se~pendi4./

Employment Information
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General Personnel InforlDation
Payroll

-

NIU university employees are paid bimonthly on a twoweek delay. Pay periods are from the 1st of the month to the
th

15 and from the 16th to the end of the mont~aJd1)aydays are on the 15th and the last working day of the month.
Because of the delay, income earned in the first pay period of, for example, September is paid on the second payday
(i.e. September 30th), and income earned in the second pay period of September is paid on the first payday of the
next month (i.e. October 15th). If either payday falls on a weekend or holiday, you will receive payment on the closest
business day before it. For example, if in October the 31st falls on a Sunday, you would be paid on Friday the 29th•

If you are paid hourly (i.tyou are peer tutor, extra help, or a student receptionist), make sure you write in your hours
on the timesheet . Every two weeks, either Jodie or Gail will have an official timesheet for the university printed off
that you will need to check for accuracy and then sign.

Mailboxes
Each tutor has a personalized mail pouch; graduate students can find theirs on the grad office door, while
undergraduates can find theirs kitchen door, both arranged alphabetically by last name. Please check them
frequently as that is where you will find your payroll information and, of course, unbelievably important memos.
Kitchen Use
CLEANUP

Feel free to use what you need to in the kitchen, but please clean up after yourself. That means doing your own
dishes, wiping up spills on the counter or in the microwave, and turning off the oven and coffeemaker when you are
finished using them. Do n~~et your food sit in the refridgerator until it spoils and makes the entire refridgerator smel~
~so,

do not rinse an{fQod down the sink. The garbage disposal does not work, so the sink will back up, which

iftt a pretty sight and not worth the plumbers rolling their eyes at our inability to follow directions.
(i1 FOOD

AND BEVERAGES

Any miscellaneous food on the shelves are for all to share. If you would like to make coffee, we have a coffeemaker
and assorted leftover creamer and sugar, but you will need to bring your own grounds.

Pop and water are 50 cents each; there is a money jar (i.e. a coffee mug) in the kitchen to put your money in. So that
everyone can continue to enjoy this privilege, please do not help yourself to a beverage unless you have the money
to pay for it that day. It is easy to forget to bring money in the next day, and if the money jar is short, whoever is
picking up drinks and snacks will have to pay some money out of pocket.
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Voicing Concerns
If at any point you have a problem of any kind, either with a corker

or a client, you should contact Gail or Jodie

immediately. Our door is always open. We take your concerns seriously and want to do what we can do to ensure a
positive, friendly, and professional workplace.

Employment Information
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Personnel Poli~ies
Scheduling
•

Design a schedule that will be consistent all semester. If you need to change, it is no ~s problematic with
the electronic system, but you may already have appointments scheduled. Shifting appointments is not
always as easy as it might seem.

•

Set your schedule so that you can arrive at least 10 minutes before the start of your shift to allow time to
settle in and get ready to begin.

Time-off/Calling in Sick
•

If you need to take a day(s) off, call to let Jodie or Gail know when as soon as possible We will be happy to
block out your times and shift appointments if possible.

•

If you are gOing to be late, call so we can make adjustments or let the client know you are on your way.

•

If you are sick, call us to let us know about how long you think you will be out. Please do not just email us
that you are not coming in.
Important: As much as you may want to come in when you are sick, please stay home, especially

if you are contagious. While it is difficult to shift appointments, we do not want to make our clients
sick, so it is better for you to stay home and recuperate.
Leaving Work Early
t:Jlf you finish early, do not leave without first asking if there is anything you can do (e.g. take a walk-in appointment,
help with filing, cover reception, etc.). Chances are good that we will let you leave early, but do not just disappear.
I1Make sure your time card reflects the time you actually leave to the closest quarter hour unless Gail or Jodie tells you
otherwise.
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Mis~ellany
Contact Information
HOURS

Generally, we are open Monday through Thursday, excluding school holidays and breaks, from 8:00am to 5:00pm at
Stevenson South and from 5:30pm to 8:30pm at Founders 302.

PHONE NUMBERS

Our phone number at Stevenson South is (815) 752-6636, and our phone number at Founders 302 is (815) 7526630.

LOCATION

Our main center is in Stevenson South, B Tower, Lower Level, and our satellite center is in Founders Memorial
Library, room 302.

WEB ADDRESS

Our web address is http://www.uwc.niu.edu.

Special Projects
SERVICE PRESENTATIONS

Occasionally, Jodie or Gail will ask you to give a presentation promoting the UWC to a class here at NIU (e.g. UNIV
101, ENGL 103). You will want to hand out brochures; explain what the UWC is all about including what services we
offer, where we are located, and how to contact us; and then ask if anyone has any questions. If you love the UWC
and think you can confidently speak of its virtues in front of a large group, please see Gail or Jodie to volunteer.

SEMINARS

Periodically throughout the course of the semester, we will give seminars about topics that are of frequent interest to
our clients: for example, how to write resumes/cover letters,J'0w to write a statement of purpose, what belongs in a
personal statement, or what an APA paper should look Iiker you have any presentation suggestions or if you have
special knowledge of a particular tOPi$nd you are interested in sharing that knowledge, please see Gail or Jodie.

HANDOUTS

Employment Information
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It is helpful to have a collection of handouts to share with the staff and the clients, so from time to time, you will be
askeshor you could vOlunteerJ~eveloP information that explains some facet of writing in a particular genrj~
?
.
~
discipline or that gives tips on how to navigate components of the writing process, for example.

UWC Resources
COMPUTERS

The co%uters in the UWC are for you to use with your clients, but you are of course free to use them during a
breathfj's

long as no client is waiting for one. We do ask, however, that if you are on the internet, please use

common sense as far as the content of the websites you are visiting.
Do not download materials to these computers unless you are working with an emailed document. In this case, if you
just save the document without designating a specific place for saving it, it will save as a template and be extremely
difficult to retrieve, even if you have revised or edited it. When you are opening an emailed document, save it to the
desktop or to the student folder (if there is one on the desktop), work on the document, and then minimize it while
resending it in an email. Once it is successfully sent, close the document, and drag it to the trash.

PRINTERS

We do not have printers for client or tutor use. There is a 24-hour computer lab on the other side of the stairs. To
print in the computer lab, clients will need to have an NIU OneCard to swipe before retrieving the printed documents.
•

NoterWe do not have any control over the computer lab ~nclUding the printers. On rare occasions, we
have gone over to help a client figure out a problem/.'puttt is very rare.
)

COPIERS

We do not have a budget to make copies of consultants' or clients' papers or other non-UWC documents. However, if
you want to make copies of a handout to give to the client, you may.
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Introdu~tion
Welcome
Welcome to the University Writing Center (UWC)! It takes a certain type of person to want to be a writing tutor. You
were selected for a number of reasons:
•

you have a passion for talking about language use and stylistic challenges in writing,

•

you are compassionate and comfortable with all kinds of people and ability levels,

•

you understand that it is impossible to be a successful college student without at least a basic proficiency in
writing, and

•

you want to help the UWC clients attain that proficiency.

This final point is what the UWC is all about. Our job is help our clients become better writers through the tutoring
process, which can be somewhat confusing or frustrating at times for the tutor but is also incredibly satisfying. The
following Tutor Manual is designed to provide you with basic information about working at the UWC and tutoring in
general as well as to answer any questions you may have about our policies and procedures in hopes of making your
transition a little smoother. Happy reading and remember: learn 'em good!

UWC Purpose & Goals
WHAT UWC WILL Do

As our brochure states, we are available to help clients become more proficient at writing for any type of project:
academic (Le. any class or assignment), creative, or personal (e.g. resumes, application letters). Some specifiC
things we as consultants can do to address clients' needs include
•

identifying clients' writing strengths and weaknesses

•

providing strategies for research and documentation

•

modeling strategies for prewriting

•

helping organize thoughts or paragraphs

•

explaining revision tactics

•

teaching self-editing

•

illustrating source documentation using the proper format (e.g. APA or MLA)

•

helping organize and practice presentations with clients

•

teaching computer (word processing) skills

WHAT UWC WILL NOT Do

We do not proofread papers, nor do we so-called fix them. Why not? These actions will not help clients in the long
run. To simply change a comma to a semi-colon for them will never teach them how to use commas and semi-
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colons. Additionally, fixing their papers minimizes the clients' ability to claim sole authorship, which is akin to
plagiarism. (For more information, see the section on plagiarism.) To ensure that clients' work is always their own, we
conduct client-guided sessions. Through dialogue, talking with each writer about his or her strengths and challenges,
we actively engage writers in a process of leaming writing-related skills to apply to a broad range of future endeavors
rather than to just meet the needs of a particular assignment. We attempt to answer clients' writing questions, often
using their own work as an example, and encourage them to practice what they have leamed. Our goal is to help
clients become better writers, and to do so, we facilitate leaming by making sessions client-focused, not just paperfocused. Remember: no client is going to leave the UWC with a perfect paper, but he or she should leave with a
better understanding of writing.

UWCManual

Pr~edures
Before Sessions
ARRIVING/CHECKING

•

SCHEDULE

Put your belongings (e.g. purses, backpacks, etc.) in the kitchen/break room or grad office. There are
hangers in the kitchen. While we have only had a few problems with belongings walking off, it is better to be
safe than sorry.

•

Check your schedule when you first arrive and periodically throughout your shift (especially if you are going
to run to the computer lab or go upstairs to get food) as you may have additions and/or cancellations. It is
your responsibility to know when your appointments are and be prepared for them. However, please do not
interrupt whoever is working reception to ask to see your schedule if he or she is working productively. If you
have an appointment coming in, stick around so that the receptionist does not have to come find you, but do
not block the traffic pattern around the desk. The clients have to sign in, and the students/faculty moving in
and out of the classroom will need space to walk without interrupting the sessions.

DOWN TIME/BEING

•

HERE

If you are not in a session, you may work in the kitchen/break room, in the grad office, at one of the tables
on the computers in the back, or in the computer lab next door.

•

If you do leave our area, make sure you let the receptionist know where we can find you just in case your
client comes in and you are not back yet. However, the receptionists should not have to come find you each
time, so keep an eye on the clock so that you can be ready for your clients when they arrive. You may
conduct your sessions in the front or back area, depending on where you and the client feel most
comfortable. You may also use the conference room if it is available. If you are working with a group, the
back tables or the conference room are probably more practical since those options are usually quieter and
offer more space to spread out.

•

Occasionally, espeCially near the beginning of the semester, there will be times when you are scheduled to
work and you do not have clients. In this event, ask if there is anything that needs to be done. Sometimes,
we could use assistance at the front desk or in the kitchen, or we may need help with filing or creating
handouts, newsletter articles, and/or seminars! If it is a really slow day, feel free to do your homework. In
fact, tutors hard at work studying is good scholastic behavior to model for our clients.
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BEGINNING A SESSION

When you have a clien, greet them pleasantly, tell him or her your name, and ask what he or she working on. After
spending a couple of minutes getting to know the client and determining Whathe or she is working on, the first things
to do are always just basic administrative tasks:
•

Ask the client to fill out the first parts of the Feedback Forms. (See examples of both the short and long
forms in the Appendices.

•

Ask the client ~ he or she has brought two copies of their draft. We ask clients to bring two copies so that
they will take notes on their own copies and we can keep the copy with the tutor's comments. This Practice
promotes ownership of the revision and the session for the client and keeps session records for us.
Note: Please see the section on Plagiarism for more information.

•

If he or she only brought one copy, explain our pol~y, write "no copy" on the feedback form, and then put
your pencil down. It is now up to him/her to take notes.

•

Finally, ask him or her ~ he or she has any materials related to the assignment from his or her professor
(e.g. prompts, rubrics, texts, etc.). Try to first establish if he or she understands the aSSignment and then
determine what his or her writing concerns are.

During Sessions
ASSESSING A CLIENT'S NEEDS

It may be an oversimplification, but It is helpful to separate clients' Writingerrors into two major categories:
• higher-order concerns (or global errors)
organization of ideas
thesis development
argument logic
proper citation
•
•

adherence to prompt instructions

lower-order concerns (or local errors)
verb tense
comma use
spelling errors

Higher-order concerns should be addressed first if for no other reason than because 'tI mig
ell
. ht not do a client any good
than

e a comma if he or she needs to eliminate the whole sentence. Perhaps more Importantly, however, a w

t:lMJhtgOul paper with a clear thesis will receive higher marks than a;:::~:~:~::;a::=:::ere
organization or has faulty logic. We are doing the chent a dlsservice I w

are
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bigger issues. Appointments often go by quickly, so try to tackle global concerns first; a spell-checker will catch a fair
amount of what proofreading is left.
Sometimes, what a client tells you he or she needs help with differs from what you believe to be the main writing
issue. He or she might believe that he or she just needs help knowing when to use pronouns, but you may notice that
he or she has no clear thesis and that the paper is all over the place.
•

In this case, tell the client that while his or her pronoun use is something you want to work on if you can, for
this particular paper, you are more worried about the lack of a thesis, and it might be in his or her best
interest to start there.

Similarly, some clients have more issues than you think you can conceivably cover in the allotted time.
•

In this scenario, tackle higher-order concerns first, then the errors that are the most recurring. If after you
have discussed a solid organizational scheme for the paper you notice that the author just does not know
how to use it's vs. its, find a number of those examples in the paper and teach the client the correct usage.
Then, have him or her try to identify the error on his or her own and self-correct. At the end of the
appointment, explain clearly what errors you are seeing in the paper, and encourage him or her to make
another appointment. Make sure that he or she knows about his or her specific writing issues-for instance,
tell him or her that next time, you want to definitely work on subject-verb agreement and transition usage.
Then, if for some reason he or she does not get to work with you, he or she still has something concrete to
tell the next tutor he or she does work with.

READING ALOUD

From a practical standpoint, you cannot assess a client's needs without reading a sample of his or her work. There
are different ways to do this, and every tutor has a different strategy: some tutors prefer to have the client read, while
others opt to read themselves; and some tutors correct errors sentence by sentence, while others read the entire
paragraph, or even entire sections, before making any suggestions.
However, at some point in the session (unless you are just brainstorming), you will want to do some reading aloud.
Why? Reading aloud prevents the tutoring process from devolving into editing; when the tutor reads silently, it is
easier to make corrections without the client's participation, which is not in keeping with the collaborative nature of
tutoring. Additionally, it is often easier to hear a goofy sentence than to see it.

Sometimes, you might want to scan it quickly before you do any reading aloud (this can be done while the client is
filling out the paperwork), especially when a client says he or she is having trouble telling if the paper flows or figuring
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out where to put paragraphs. Scanning first can help you assess if, indeed, higher-order concems should be
addressed first. You may want him or her to gloss each paragraph individually, coming up with a one or two word
summary of each. Then, help him or her retroactively construct an outline (Le. make a reverse outline) and fit each
paragraph where it logically should go. Finally, after reordering the paragraphs, you might want to start reading aloud.

Ultimately, the best way to assess a client's needs is to (a) figure out what the teacher expects of them, (b) listen to
what their own writing concems are, and (c) read the paper aloud and draw conclusions based on your professional
judgment.

GOAL SETTING

Be honest with yourself and the client about what you can do in the allotted time. If he or she has signed up for a 25
minute session and brought eight pages, tell him or her kindly that you will more than likely not get through that
amount of text because even in the best case scenario, most times a tutor can only get through 3-4 pages in a 25
minute session. Give them the opportunity to make an additional appointment.

Remember too: we are not miracle workers. We cannot tum a D paper into an A paper, nor should we. All we can do
is try to teach our clients something that they can use for this assignment so that eventually, over time, they hopefully
will have enough knowledge and confidence to begin writing those A papers from the get go.

KEEPING TRACK OF TIME

Time management is very important, especially during midterms and finals, the busiest times of the year for us. If a
client is Signed up for 3D-minutes, end the session at the 25 minute mark. Similarly, if a client is signed up for an hour
or 90 minutes, end ten minutes early (at the 50 or 80 minute mark). That leaves time to fill out the paperwork, make
any copies you need to, put reference materials away, etc.

It is our instinct to want to help a client as much as we can, right up until the last second, but if you get behind, you
may cheat another client out of a full session in the process. If you are working a four hour shift and you have eight
clients each with 30 minute appointments, you can see how every minute is gOing to be valuable to each of them.
You also cheat the clients when you come to a session tired and wom out from working non-stop; those five or ten
minute breaks give your brain a chance to rest and refresh before the next client, which is especially important at the
end of the semester when the UWC is busy and everyone is stressed.

Mter Sessions
ENDING A SESSION

9
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Before it is time to end the session, tell the client you are going to have to wrap it up, and ask if he or she has any
more questions. You may also want to briefly list the issues you discussed in session and see if he or she is
comfortable with what has been leamed. You both need to fill out the rest of the feedback form, and you may need to
copy and stamp it as proof of the visit. Ask if the client is interested in making another appointment (or suggest it if
you think it is warranted), and walk him or her to the appointment desk. Wish him/her luck, and put the feedback form
in the inbox.

PAPERWORKIFEEDBACK

FORMS

The feedback forms are necessary for our recordkeeping purposes (Le. for our annual database and, ultimately, our
funding reports), so it is very important to complete all of the information correctly. If the person doing data entry has
to take the time to find the information, it needlessly extends the process, which is tedious enough as it is.
Additionally, if the client needs a copy for proof of the visit, it is important that the information accurately reflects the
session.
We have two forms: the long form for clients visiting the UWC for the first time in a given academic year-defined as
summer, fall, spring, and intersession-and the short form for any subsequent sessions or the first session of a new
academic year. (See examples of both forms in the Appendices.)
Feedback forms (and the correct completion of them) are the tutor's responsibility. Before your client leaves, make
sure that all of the information on the feedback form is filled in (e.g. teacher'S name, course information, etc.) This
information helps us understand who is using the center and why, which is important for UWC funding and making
data entry easier.

STAMPING

Make sure you ask if the client needs a copy of the paperwork for his or her professor. Often clients are required to
come in or will receive extra credit if they do, and they will need proof of their visit. If this is the case, make a copy of
the feedback form, stamp the copy, not the original, with the stamp located on the front desk. Fill out the blanks from
the stamp (i.e. stamp color, the date, and your initials) in pen, and give it to the client. Then, staple the original
feedback form to your copy of his or her paper and place it in the inbox.

Tutoring Information

10

Poli~ies
Walk-ins

If you are the scheduled walk-in tutor, treat it as you would any other 25-minute session but be espeCially conscious
of time because when there is one walk-in, there are usually many. However, please do not go over time, even if no
one is waiting. If your client needs more assistance, help him or her to make another appointment, and be sure to
provide them with a copy of our brochure.

90-Minute Appointments

We no longer schedule 9O-minute appointments automatically. If a graduate student wants to request a gO-minute
appointment with a given tutor, the receptionist will ask the tutor if they are willing to work with that client for that long.
The choice is up to you as the tutor: gO-minute sessions can be mentally draining in general but espeCially if the
requesting client works with particularly difficult or complex subject matter. If you think that you will not be able to give
the client your full attention for the entire session, you should not feel obligated to accept; the client can always
schedule two separate appointments if they need that much time.

No-show & Late Clients

If a client misses three appointments without calling to cancel, he or she may only use the walk-in services for the
rest of the semester.

If a client is more than 5 minutes late for a 25 minute session or 10 minutes late for a 50 or gO minute session, the
appointment may be cancelled, especially if there are people waiting or we are very busy. The policies are posted in
the center and on the website, but they may need to be explained to clients from time to time.

Note: We have begun enforcing this policy more stringently in an attempt to curb tardiness. Thus, in most cases, a
late client will not be allowed to change his or her 50 minute appointment (e.g. 10:00-11 :OOam)to a 25 minute
appointment (e.g. 10:30-11 :OOam)to make up for it.

Groups

If you get a group, make sure all the members are present first. This point is important: the UWC cannot tutor any
group projects unless all group members attend, regardless of whether how many people contributed to the writing,
because we cannot tutor people who are not present; it borders on plagiarism (see the section on plagiarism for more
information).

II
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Our policy used to be that we would work on select sections of a paper if the group members who worked on those
sections were present, but due to complications, we can no longer do so.

The following is an example of how you could explain this policy to clients who do not understand why we cannot
work with them:
All writers must be present to go through a group paper; otherwise, it is a form of plagiarism. There are two
reasons for this, both of which can minimize a person's claim to authorship. One, because your friend
contributed but he or she is not here, it is like you brought in someone else's paper and changed it, which
makes the paper your work, not your friend's. Two, even if your friend takes my suggestions that you've
written down and uses them, he or she is taking our ideas, our work from the session, and presenting it as
his or her own without contributing to the revision directly. Being able to claim authorship is important
because according to the Academic Integrity section of the NIU Undergraduate Catalog, "Students are
considered to have cheated if they [... ] tum in a paper or an assignment written, in whole or in part, by
someone else" (Northern Illinois University, 2011; emphasis added). We don't want to get into trouble and
neither do you and your friend. Next time, we will need all of the group members to come in.

This policy is explained in the Client FAQ and is displayed prominently on the UWC website as well.
•

Note: Please see the section on Plagiarism for more information.

Assuming all group members are present, continue the appointment as usual. Then, when you complete the
paperwork for the group, please follow these procedures carefully:
•

Have each group member fill out a separate form.

•

Staple the draft to just one of the feedback forms.

•

Write "draft attached to

•

When you put the feedback forms into the inbox, do not staple all of the documents together because each

's form" on all the other feedback forms.

person counts as a session. Jodie and Gail do not always know to look for multiple feedback forms stapled
together, and each session equals potential funding.

Exams

If a client comes in with a written exam, we cannot discuss anything but grammar and punctuation. Any discussion of
content, thesis, organization, or citation is not allowed because otherwise, we are the ones taking the test. You
cannot tell the client that there are other problems either, even if you do not point out specifically where. If there are
exceptions for specific classes, Gail or Jodie will let you know.
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Not Doing Sessions
The only legitimate reason for not doing a session is if the client brings in a draft for a class you are also taking or
teaching or if one client comes in with a group paper (see the section on Groups for more information). In the former
instance, let a member of senior staff know right away so the session can be switched to another tutor.

If you are uncomfortable working on a paper of a particular topic, talk to Gail or Jodie. While we will do our best to
accommodate you, it may not always be possible. Remember. your job is to act as a prepared reader and responder,
and as such, you may disagree with the client; however, by providing that kind of feedback, you will help the client
understand that not every audience is going to agree with his or her position.
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(;haUenges
Unfamiliar Subjects
The first (or second or twenty-fifth) time you work with a graduate student, an unfamiliar documentation style, or a
paper on biophysics or 17th century philosophy, you may feel overwhelmed, lost, or maybe even a little bit stupid.
But, rest assured, we have all felt that way about some session we have worked on. Remember: we hired you
because you are intelligent, witty, and charming. You can do this. You are a prepared reader and responder.

Do not be afraid to ask the client questions. Do not be afraid to tell him or her you know nothing about the topic at
hand-ask for some clarification. Generally, the client will be very happy to discuss the project with you, which can
benefit him or her as much as it does you. Encouraging clients to articulate their ideas helps them think through what
they are saying and how they are, or perhaps should be, saying it.

In any case, you do not need a firm grasp of economics or engineering to help a client work on his or her project. His
or her grasp of language in the document should make the topic largely understandable regardless of prior
knowledge. Some clients may tell you otherwise-that their subject matter is too difficult or will not make sense to
you, so they do not need you to check content-but that usually is not the case. We all have a comfort level, but do
not be afraid to reach beyond it.

Challenging Clients
ENGLISH LANGUAGE LEARNERS (ELL)

While all clients are individuals with different concerns, there are some learning issues common to ELLs as a group
including article use, denotation/connotation, vocabulary, word forms, preposition use, verb tense, and more. There
are a number of handouts to help you address these issues, but really, working with ELLs is similar to working with
native English speakers. In both instances, you should tackle higher-order concerns first (e.g. fulfilling the aSSignment
requirements, organization, etc.) and then attempt to explain the lower-order concerns. Occasionally, some ELL
clients will want to practice their pronunciation and conversational skills with you. These are usually fun sessions; just
make sure to be patient, enunciate, and have a dictionary handy.

CLIENTS WITH LEARNING DISABILITIES

There are a number of learning disabilities that affect writing skills including familiar ones like dyslexia and not so
familiar ones like expressive language disorder. Some signs of a learning disability might include difficulty with
reading or writing, memory, attention, comprehension, logic or reasoning, and/or social cues.
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However, even if we notice one of these issues, we are not allowed to ask if a client has a learning disability. If they
themselves are aware of it, it is their choice whether to disclose it; some will, and some will not. If you suspect that a
client you are working with has an undiagnosed or undisclosed learning disability, there are resources available for
both you and, most importantly, your client, and you should contact Jodie or Gail as soon as possible after your
session. You may provide information about the CAAR office or counseling services, but you cannot tell the client to
go to these offices or directly contact the resources about a client.

RESISTANT CLIENTS

Sadly, there will always be those clients who are resistant to tutoring for a variety of reasons: they feel they do not
need help, they feel stupid or embarrassed, they resent being required to come, or they feel it is a waste of their time.
These sessions can be very frustrating experiences for consultants, but it is worth keeping in mind that clients may
not understand the process. Thankfully, sometimes we can identify these situations and still have a productive
session by trying to address the client's concerns and putting him or her at ease.
Identifying Resistance. You will be able to spot the following traits of resistant clients easily:

•

They do not take notes.

•
•

They do not speak or are argumentative.
They talk excessively about things not related to the session or to writing in an attempt to distract the tutor.

•

They ask the tutor to do their work for them, either directly or indirectly.

Handling Resistant Clients. Here are some strategies for getting a session back on track:

•

Talk about something besides school for a while and then casually try to bring them back to the subject of

•

their paper again.
Be honest: tell them you feel like the session could be going better and ask them if there is anything wrong.

•

Remind them gently that this is their paper and their grade on the line and that, while you want to help, you

•

cannot do that unless they participate.
Try a version of the silent treatment: ask a directed question and silently wait for the answer: Offer to
reschedule. Let them know that you understand that it is hard to be productive some days. If they do want to
reschedule, let them know that their next appointment does not have to be with you.

Special Cases: Sometimes, a client will tell you he or she is only interesting in getting the feedback form and does

not need a session. If after trying the above strategies the client still refuses to participate in the session, write the
following statement on the feedback form prior to copying and stamping it for them: "The client was only interested in
securing the feedback form and was not actively engaged in the tutoring process." Even though it might be a little
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nerve-wracking to write something negative knowing the client will see your comments, it is important to notify the
professor that his or her student did not meet the assignment requirements. When a professor has a student make
an appointment with the UWC, whether it is required or for extra credit, the expectation is that a student (a) will
participate in at least a 25-minute appointment and (b) will participate in said appointment. The feedback form is
proof that the client has met these two conditions. To just give a client a stamped copy of the feedback form when he .
or she has not actively participated in a session is dishonest and not in the spirit of the UWC's mission.

You may also encounter clienls who are less than polite, and while it is always important to remain professional, you
do not have to tolerate excessively rude or disrespectful behavior. If someone is openly hostile, ve/bally or physically
harassing, or otherwise threatening you, please let Gail or Jodie know right away. They will step in and let the client
know that his or her conduct is unacceptable and, if necessary, ask him or her to leave.
Plagiarism
According to the section on Academic Misconduct in 2011-2012 Undergraduate Catalog, plagiarism, whether
intentional or not, includes improper or missing citations for work that is directly quoted or paraphrased as well as
claims of sole authorship when there are other contributors (Northem Illinois University, 2011). For the UWC, this
definition means that plagiarism plays a ",Ie in many of other policies and explain why we require clienls bring two
copies of their work (see the section on Beginning a Session and why all members must be present to tutor g",up
work (see the section on Groups); it also gives us a standard to refer to when tutoring clients who use research in
their work.

If you suspect a client has plagiarized (often you will notice a change in tone or in the level of language used in these
cases), address the concept openly without making an accusation .. You should ask, "Are these words and ideas
based on some of your researth?, Most clients do not intentionally use other peoples' work, and sometimes, they
Simply do not understand the rules of citation (e.g. they do not know that paraphrases must be cited). This issue is
something we can definitely help them with. Technically, the client has not committed plagiarism until the document is
turned in for a grade; therefore, we cannot turn a client into his or her professor. We can, however, help the client
learn how to document sources accurately and explain the potential consequences for the first offense: minimally,
failure of the assignment and, possibly, failure of the course with documentation submitted to the Judicial Affairs
Office as part of the client's permanent record. If it is not the first offense, the client will probably be academically
dismissed from NIU.
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General Tips
Tutoring Skills and Strategies

To be a successful tutor, all it really takes on your part is the ability to assess a client's writing needs, to talk about
writing and the writing process, and to listen, which is the most crucial skill of them all. The UWC is a service that
offers clients help with accomplishing their goals. To this end, we want clients to guide their own sessions by telling
us what their concerns are. Many clients know what they struggle with already, so we need to use listening as our
primary assessment tool. In addition, because in most cases they know the subject they are writing about better than
we do, we need to listen to them and defer to their knowledge of the field.

Some other useful strategies include
•

modeling good scholastic behaviorNo one has all of the answers. When you get stumped by a question from your client, look at it as
an opportunity to model studying habits: ask a peer or boss, use reference books, or look it up on
the intemet. If you admit that you do not know what a word means (or how to spell it) and pull out a
dictionary, your clients will be more likely to pull out their dictionary next time they get stuck on a
word.

•

being honest but tactfulClients need to know honestly what their writing issues are. Likely because no one has wanted to
offend them, many clients are never told in clear language what they need to improve on, so they
cannot work to become better. However, it does no one any good to be scared away by rude,
insensitive consultants Do not be cruel, do not pick on the client (either his or her writing abilities
or personality), do not "grade" him or her (it is not your place as a peer), and do not make
comments that are not constructive. Instead, be tactful, compassionate, and empathetic but also
honest about the issues you see. For example, you can say, "You know, I've noticed a couple of
things about your paper that are grammar-related, but really the biggest thing I see, and what I
would like to spend the most time on, is that the verb tense shifts from present to past and back to
present. Here are some examples of what I mean."

•

picking your battlesThere is absolutely no reason to argue with a client. Nothing we do is worth raising voices over. If
he or she absolutely refuses to hear what you are saying about an issue that you think is important
(e.g. repetition), simply move on to something else. Ultimately, this is his or her paper, and if you
have presented your concerns tactfully and honestly, it is his or her choice whether to follow your
advice. If it is not just a certain piece of advice he or she is not interested in and the client strikes
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you as being overly-resistant and not interested in session in the first place, please see the section
on Resistant Clients.

Tutoring Tips by I1diko Carrington
In order to facilitate leaming, try to prompt the client to talk about the concems you see in the draft rather than
pointing out directly what you think needs work and how you would fix it. Some questions you can ask to get the
client thinking about revisions include the following:
•

What was your intended purpose? Do you think the paper accomplishes this purpose?

•

Why did you choose that quotation?

•

How do you think someone might disagree with your point here?

•

Which of your sources might help you to support this idea?

•

How could you further develop this idea?

•

Where in the draft might it be more effective to ask these questions?

•

Who might benefit from reading this paper when it is finished? How can we tailor this section to that
audience?

•

How else could you say this?

•

What connections could you make between these paragraphs? These sections?

•

What might be a more effective word choice? How would it convey a more persuasive or appropriate tone?

Employment Information
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Relationships

Clients

The tutor-client relationship is a unique one. You are their peers, not teachers, but still, you are imparting knowledge
to them, and at times, that can feel strange-especially when working with clients who are required to come here.
You can alleviate this awkwardness by being yourself, open and friendly, but also professional at the same time. You
do not have to reveal any personal information about yourself other than your name, but if you would like to use
yourself as an example to illustrate a writing concept, that is your prerogative. Similarly, while conversations that are
not about writing can help break the ice, loosen clients up, or help them refocus their ideas (everyone needs to vent
sometimes), it is important to remember why you are both there; you do not have engage in small talk or chit chat if
that makes you uncomfortable, and you should feel free to guide the conversation back to the task at hand at any
time. If a client tries to discuss inappropriate things with you, threatens you, or makes you uncomfortable, see Gail or
Jodie right away. You will be asked to document the experience-minimally

for UWC records and perhaps for the

Judicial Affairs office.

Professors

There is an invisible third person present at every session: the client's professor. It is he or she who gave the
assignment and he or she who will be judging the work. Often, we are required to interpret the professor's directions
or handwriting for the client. Again, helping clients become successful in college includes encouraging modeling
good scholarly behavior, and developing relationships with their professors is one very good way of doing that.

Remember: do not criticize the professor, his or her comments, or his or her assignment in front of the client,
regardless of how you feel. The reason for this policy is twofold. First, it is not your place to evaluate the professor. It
may be tempting to criticize the professor or mock the assignment prompt in order to gain a rapport with the client,
but it is inappropriate and does not model good scholastic behavior for the client. Second, speaking badly of the
professor limits his or her credibility in the eyes of the client and will, in tum, lessen the effort that client will put into
that assignment, which does not benefit the client and is counterproductive to the UWC's goals\

Fellow Consultants

As it was mentioned in the introduction, you all have some special qualities in common with each other, or you would
not be here including a love of writing and the comprehension of how important it is to success in college, as well as
desire to help others and the understanding and compassion it takes to do so. Because of these similarities, we hope
that you all will be able to get along with each other and that some of you may develop friendships. However, all we
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ask is that you be courteous, respectful, and kind to your fellow consultants. If there are any disagreements among
you, please see Gail or Jodie to discuss it.

Senior Staff .
Even though Jodie, tech specialist, and Gail, director, have different positions within the UWC, we are the senior
staff, and as such, we collaborate on decisions regarding UWC operations-this responsibility includes scheduling
walk-in sessions when you have cancellations and occasionally stepping into your sessions. We are not trying to
overwork you or undermine your authority though.

If you have any concerns, please feel free to come to us with any questions at any time. We are nice, we care, and
chances are at least one of us has been there.

Employment Information
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Mentoring and Being Mentored
Each new tutor will be assigned a mentor, or an experienced tutor. This person will be the one you can ask
questions, vent to, and/or tap for resources throughout the semester. In reality, we are all available for assistance,
and you should never hesitate to ask us, but if you would like a go-to person who is familiar with your strengths and
weaknesses as a tutor, then your mentor will be there.

New tutors will meet with their mentors on a weekly basis the first semester. Mentors and new tutors will need to go
through the following mentorship agreement together, sign it, and retum a copy to Gail. Initially, anew tutor will watch
sessions performed by the mentor and other UWC consultants, and then he or she will be observed conducting a
session. After completing training and all observations, if the mentor feels the new tutor is ready to starting
conducting sessions on his or her own, he or she shall be "loosed upon the public at large."
For examples of the mentorship agreement and observation forms, please see Appendices.
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Employee Performan~e
OhservationlNIU

work performance

At some point during the course of the semester, you will be observed by Jodie or Gail. Observations are not meant
to be scary or threatening; it is simply the best way to accomplish three things:
•

to see how effective our training is,

•

to see if there are areas we need to discuss with you personally, and

•

to see if the level of tutoring is fairly consistent from tutor to tutor.

Policy Violation

On the rare occasion that a UWC policy is violated by an employee, a formal written report will be drafted. After three
written violations, the employee will be terminated.

For an example of the policy violation form, please see the Appendices.

Employment Information
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General Personnel InforDlation
Payroll
st
NIU university employees are paid bimonthly on a two-week delay. Pay periods are from the 1 of the month to the
15thand from the 16thto the end of the month; paydays are on the 15th and the last working day ofthe month.
Because of the delay, income earned in the first pay period of, for example, September is paid on the second payday
(Le. September 30th),and income earned in the second pay period of September is paid on the first payday of the
next month (Le. October 15th).If either payday falls on a weekend or holiday, you will receive payment on the closest
th
business day before it. For example, if in October the 31st falls on a Sunday, you would be paid on Friday the 29 .
If you are paid hourly (Le. you are peer tutor, extra help, or a student receptionist), make sure you write in your hours
on the timesheet. Every two weeks, either Jodie or Gail will have an official timesheet for the university printed off
that you will need to check for accuracy and then sign.

Mailboxes
Each tutor has a personalized mail pouch; graduate students can find theirs on the grad office door, while
undergraduates can find theirs kitchen door, both arranged alphabetically by last name. Please check them
frequently as that is where you will find your payroll information and, of course, unbelievably important memos.

Kitchen Use
CLEANUP

Feel free to use what you need to in the kitchen, but please clean up after yourself. That means doing your own
dishes, wiping up spills on the counter or in the microwave, and turning off the oven and coffeemaker when you are
finished using them. Do not let your food sit in the refrigerator until it spoils and makes the entire refrigerator smell
bad. Also, do not rinse any food down the sink. The garbage disposal does not work, so the sink will back up, which
is not a pretty sight and not worth the plumbers rolling their eyes at our inability to follow directions.
FOOD AND BEVERAGES

Any miscellaneous food on the shelves is for all to share. If you would like to make coffee, we have a coffeemaker
and assorted leftover creamer and sugar, but you will need to bring your own grounds.
Pop and water are 50 cents each; there is a money jar (Le. a coffee mug) in the kitchen to put your money in. So that
everyone can continue to enjoy this privilege, please do not help yourself to a beverage unless you have the money
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to pay for it that day. It is easy to forget to bring money in the next day, and if the money jar is short, whoever is
picking up drinks and snacks will have to pay some money out of pocket.
Voicing Concerns

If at any point you have a problem of any kind, either with a coworker or a client, you should contact Gail or Jodie
immediately. Our door is always open. We take your concerns seriously and want to do what we can do to ensure a
positive, friendly, and professional workplace.

Employment Information
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Personnel Poli~ies
Scheduling
• Design a schedule that will be consistent all semester. If you need to change, it is not as problematic with
the electronic system, but you may already have appointments scheduled. Shifting appointments is not
always as easy as it might seem.
Set your schedule so that you can arrive at least 10 minutes before the start of your shift to allow time to

•

settle in and get ready to begin.

Time-off/Calling in Sick
•

If you need to take a day(s) off, call to let Jodie or Gail know when as soon as possible. We will be happy to
block out your times and shift appointments if possible.

•

If you are going to be late, call so we can make adjustments or let the client know you are on your way.

•

If you are sick, call us to let us know about how long you think you will be out. Please do not just email us
that you are not coming in.
Important: As much as you may want to come in when you are sick, please stay home, especially
if you are contagious. While it is difficult to shift appointments, we do not want to make our clients
sick, so it is better for you to stay home and recuperate.

Leaving Work Early
•

If you finish early, do not leave without first asking if there is anything you can do (e.g. take a walk-in
appointment, help with filing, cover reception, etc.). Chances are good that we will let you leave early, but

•

do not just disappear.
Make sure your time card reflects the time you actually leave to the closest quarter hour unless Gail or Jodie
tells you otherwise.
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Mis~ellany
Contact Information
HOURS

Generally, we are open Monday through Thursday, excluding school holidays and breaks, from 8:00am to 5:00pm at
Stevenson South and from 5:30pm to 8:30pm at Founders 302.
PHONE NUMBERS

Our phone number at Stevenson South is (815) 752-6636, and our phone number at Founders 302 is (815) 7526630.

LOCATION

Our main center is in Stevenson South, B Tower, lower level, and our satellite center is in Founders Memorial
library, room 302.

WEB ADDRESS

Our web address is http://www.uwc.niu.edu.

Special Projects
SERVICE PRESENTATIONS

Occasionally, Jodie or Gail will ask you to give a presentation promoting the UWC to a class here at NIU (e.g. UNIV
101, ENGl103). You will want to hand out brochures; explain what the UWC is all about including what services we
offer, where we are located, and how to contact us; and then ask if anyone has any questions. If you love the UWC
and think you can confidently speak of its virtues in front of a large group, please see Gail or Jodie to volunteer.
SEMINARS

Periodically throughout the course of the semester, we will give seminars about topics that are of frequent interest to
our clients: for example, how to write resumes/cover letters, how to write a statement of purpose, what belongs in a
personal statement, or what an APA paper should look like. If you have any presentation suggestions or if you have
special knowledge of a particular topic and you are interested in sharing that knowledge, please see Gail or Jodie.
HANDOUTS
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It is helpful to have a collection of handouts to share with the staff and the clients, so from time to time, you will be
asked or you could volunteer, to develop information that explains some facet of writing in a particular
genre/discipline or that gives tips on how to navigate components of the writing process, for example.

UWC Resources
COMPUTERS

The computers in the UWC are for you to use with your clients, but you are of course free to use them during a
breathe as long as no client is waiting for one. We do ask, however, that if you are on the internet, please use
common sense as far as the content of the websites you are visiting.

Do not download materials to these computers unless you are working with an emailed document. In this case, if you
just save the document without designating a specific place for saving it, it will save as a template and be extremely
difficult to retrieve, even if you have revised or edited it. When you are opening an emailed document, save it to the
desktop or to the student folder (if there is one on the desktop), work on the document, and then minimize it while
resending it in an email. Once it is successfully sent, close the document, and drag it to the trash.

PRINTERS

We do not have printers for client or tutor use. There is a 24-hour computer lab on the other side of the stairs. To
print in the computer lab, clients will need to have an NIU OneCard to swipe before retrieving the printed documents.
•

Note: We do not have any control over the computer lab-including the printers. On rare occasions, we
have gone over to help a client figure out a problem, but it is very rare.

COPIERS

We do not have a budget to make copies of consultants' or clients' papers or other non-UWC documents. However, if
you want to make copies of a handout to give to the client, you may.

Frequently Asked Questions
General Information
LOCATION, HOURS, & CONTACT INFORMATION:
1. Where are you located? Our main center is in Stevenson South, B Tower, Lower Level, and our satellite center is
in Founders Memorial Library, room 302.
2. When are you open? Generally, we are open Monday through Thursday, excluding school holidays and breaks,
from 8:00am to 5:00pm at Stevenson South and from 5:30pm to 8:30pm at Founders 302. However, tutor
availability can vary by semester, so please contact us to ensure our operating hours have not changed.
3. How can I contact you? Our phone number at Stevenson South is (815) 752-6636, and our phone number at
Founders 302 is (815) 752-6630. You can also visit us at either location.
4.

Do you have a website? Yes. Our web address is http://www.uwc.niu.edu. You can find information about our
services, directions to the UWC, useful grammar handouts, and links to other helpful internet resources there.

ABOUT OUR SERVICES:

5. How much does it cost? Nothing. We provide our services free of charge.
6. Do I need to be an NIU student? Anyone affiliated with the university can use the UWC including students,
alumni, faculty, and staff. However, we occasionally make exceptions for members of the community, so please
contact us if you feel you have special circumstances.
7.

How long does a session take? Typically, we can work through 2-3 pages in a 25 minute appointment and 4-6
pages in a 50 minute appointment, but it depends on the paper. If you have more than 7 pages, you should
consider making multiple appointments, or, if you are a graduate student, you can request a 90 minute appointment
if it is okay with their tutor. We suggest, especially for first time clients, that you schedule a 50 minute appointment;
it is better to finish early than to run out of time. After your session, you and the tutor should be able to gauge how
long follow-up sessions should be.

8. What do I need to bring to a session? You should bring two copies of your paper and any rubrics or assignment
prompts. If you would prefer to make corrections on your laptop, you will need to bring one print copy of your paper
as well. Additionally, you should come prepared with the name of the professor and the course number (e.g. ENGL
104, ECON 492, TLSE 240) for the class you are working on.
We ask that you bring two copies of your paper so that you can take notes on one copy and the tutor can do so on
the other. We only offer client-guided sessions where you actively participate in the revision of your paper, which
means that you are responsible for writing down any suggestions the tutor makes. Tutors can help you become a
better writer by demonstrating useful writing skills, but they cannot fix your paper for you. To do so would minimize
your claim to sole authorship and borders on plagiarism, which is in violation of NIU's policy regarding academic
integrity: "Students are considered to have cheated if they [... ] tum in a paper or an assignment written, in whole
or in part, by someone else" (Northern Illinois University, 2011; emphasis added). For this reason, tutors need to
keep any notes they take; once a tutor writes on a copy of your paper, the UWC will need to keep it.
Plagiarism is a serious offense that we take precautions not to facilitate. For more information, please visit our
website or check out NIU's policy at http://cataIOg.niu.edu/content.phP?Catoid=16&navoid=476&returnto=search
PARKING & DIRECTIONS:

9.

I have a parking permit-where can I park? For Stevenson South, there is parking for yellow, blue, and brown
permits on Stadium Dr. West next to the baseball field; orange and blue permits can park in the lots west of
Stevenson. There are also some pay spots in front of the Recreation Center at the comer of Lucinda Ave. and
Annie Glidden Rd.

For Founders Memorial, there is parking for blue and yellow permits in the NIU PClrking
Deck on Normal Rd.; blue permits can park in the small lot behind the library, and after 4:00pm, yellow permits can
park there as well. There is also a visitor pay lot on Carroll Ave. to west of the library.
10. I do not have a parking permit-where can I park? There is no permit-free parking near either center. We
suggest parking in the visitor pay lot on Carroll Ave. (to the west of the library) and taking the Circle Left bus from
the Student Center if you need to go to Stevenson South.
'1,

11. Which bus should I take to get to Stevenson South the fastest? If you are coming from the Student Center or
DuSable, take the Circle Left. To see how close a bus is to you, you can visit the Huskie Bus Tracker at
http://huskietracks.niu.edu/DynamicDefault.asp. For more information about how the Huskie Bus Line works, you
can visit its website at http://www.niu.edu/comnontrad/transportation/index.shtml.
SKYPE SESSIONS:

12. Who can schedule Skype sessions? We only offer Skype sessions to clients who do not live on campus or in the
DeKalb/Sycamore area. We also cannot tutor the core competency English courses (Le. ENGL 102, 103, 104, and
105).
13. How can I make appointments for Skype sessions? To set up a Skype session, you should call us at (815) 7526636 and ask for our tech specialist, Jodie Butler.
14. What should I expect with Skype sessions?
•

The first step is to schedule a face-to-face meeting with Ms. Butler and the tutor you will work with. At this
appointment, which must be at least 50 minutes, Ms. Butler will go over how to use Skype and help you set up
the program.

•

The second step is to schedule any Skype appointments you need. We only offer Skype sessions that are at
least 50 minutes long, but after your initial appointment, you can schedule 90 minute appointments if you are
graduate student and it is okay with your tutor.

•

The third step is to submit your assignment electronically at least 24 hours before your appointment. This
measure allows Ms. Butler to set up everything your tutor will need for your Skype session; it does not mean
that the tutor will have read your paper ahead of time.
The fourth and final step is to meet your tutor on Skype to work on your assignment.

•

OTHER WRITING CENTERS:

15. Is this the Writers' Workshop? No. The Writers' Workshop is located in DuSable, room 261, and it is only
available to sfudents enrolled in the CHANCE Program. Their number is 815-753-0272, and their website is
http://www.engl.niu.edu/comskills/.
16. Is there another writing center on campus? No. We are the only general population writing center on campus.
However, in addition to the Writer's Workshop for CHANCE students, there is the ESL (English as a Second
Language) Center located in Reavis, room 306b. You can contact them by phone at (815) 753-6637 or by email at
niu.eslcenter@gmail.com, and their website is http://www.engl.niu.edu/esll.
COMPUTER LAB ASSISTANCE:

17. I am over in the computer lab, and the computers/printers are not working. Can you help? No. The computer
lab is separate from the UWC. Instead, you should contact ITS if you are having problems with lab equipment.
Their number is (815) 753-8100.
18. Do you have printer I could use to print off my paper? No. However, there is a computer lab across from
Stevenson South on the other side of the stairs, as well as a lab on the third floor of the library a few doors down
from Founders 302. Check out the ITS website for information about each lab's hours: http://www.niu.edu/its/labs/.
Rulee- and Restrictions

--~'=-=-=====--------------------------~--"

MAKING ApPOINTMENTS:

19. I am a graduate student-can I request to work with a graduate student or faculty member? Yes, but we
cannot guarantee you will always be assigned one. Whenever possible, we try to accommodate client requests to
work with a particular tutor. We assure you that all our tutors are intelligent and well trained, and we will not assign
you a tutor that does not have adequate experience or that is uncomfortable working on graduate assignments.
20. How do I schedule a session with a senior staff member? Both Gail Jacky, director, and Jodie Butler, tech
specialist, keep their own schedules apart from the system used for tutors' appointments, so you should contact
them directly. To contact Ms. Jacky, you should email her at gjacky@niu.edu. To contact Ms. Butler, you should
call us at (815) 752-6636 and ask for her.
21. If there are no available appointments, can you call me if there is a cancellation? No. It would be too chaotic
to try to keep track of who called when and for what. You need to schedule any sessions you need ahead of time,
especially if it is toward the end of the semester (or if you know all of your classmates are required to come in)
because we will be busy. We recommend that you make an appointment at least two weeks in advance of when
you would like to come in, giving yourself enough time before the due date to make any corrections.

TYPES OF SESSIONS:

22. I only have a few quick questions-can I get a 5 or 10 minute appOintment? No. You will need to schedule at
least a 25 minute appointment. However, if we finish early, you are certainly free to leave.
23. Can you answer a quick question over the phone? No. We have a policy against tying up the phone line to
answer session-related questions.
24. Can I do a session over the phone? No. Again, we have a policy against tying up the phone line to answer
session-related questions.
25. Can I drop off my paper and pick it up later? No. We only offer client-guided sessions where you actively
participate in the revision of your paper. Tutors will also help you become a better writer by demonstrating useful
writing skills, applicable beyond the current assignment, but they cannot fix your paper for you. To do so would
minimize your claim to sole authorship and borders on plagiarism, which is in violation of NIU's policy regarding
academic integrity: "Students are considered to have cheated if they [... ] tum in a paper or an assignment written,
in whole or in part, by someone else" (Northern Illinois University, 2011; emphasis added).
26. If you are closed, can I meet with a consultant outside of the UWC? No. If you want to schedule an
appointment with a UWC consultant, you need to come in during our regular hours.
27. Can I bring in a take-home exam? Yes, but your tutor can only look at grammar and mechanics; we cannot offer
suggestions about content, organization, clarity, etc. If the tutor sees a pervasive issue with formatting or citations,
he or she can identify it for you (e.g. "Your reference page is formatted incorrectly."), but he or she cannot tell you
how to fix it. Since exams are a direct reflection of what you have learned, to offer more assistance than this would
be a form of plagiarism. For more information about the university's policy on plagiarism, see FAQs #8 and #25.

TYPES OF CLIENTS:

28. Can I bring in a paper for a friend? No. The writer must be present to go through his or her paper; otherwise, it is
a form of plagiarism: if you write down the tutor's suggestions for your friend and he or she uses them, then he or
she is taking the tutor's and/or your ideas and presenting them as his or her own. For more information about the
university's policy on plagiarism, see FAQs #8 and #25.
29. I am a part of group, and we need to make an appointment, but the other group members do not have time
to come in-can I bring in the paper for a session by myself? No. All of the writers must be present; otherwise,
it is a form of plagiarism. See FAQ #28 for an explanation. For more information about the university's policy on

plagiarism, see FAQs #8 and #25.

j
30. Will you sign this sheet my professorrgav,~me~
I was here? No, However, we wil,1provide you with a
copy of the feedback form, which has all the.
•..
ation from the visit. The form is also dated and
stamped, so your professor will know exacfly when you came in and what happened during the session.

OBTAINING

PROOF OF VISIT (FEEDBACK

F,;ORMS):

31. I can~ot get an appointment, so can I pick up a feedback form because my professor requires that we come
in? No. If your professor requires you to use our services, the expectation is that you will come in and actively
participate in a session, which is what our feedback form guarantees. Giving you a feedback form when you have
not met those expectations is unethical on our part because we would be helping you cheat.
Reference
Northern Illinois University. (2011). Academic Regulations. In 2011-2012 Undergraduate Catalog. Retrieved from
http://catalog.niu.edu/content.php?catoid=16&navoid=476
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Style Guide: Formatting
1. Heading Styles
Bodoni MT Black 14, centered

Level One

Bodoni MT 12, bold + full underline, left aligned

Level Two

Bodoni MT 11, small caps, left aligned

LEVEL THREE

Bodoni MT 11, italicized, end with period, in line
with text

Level Four.

2. Text Styles
Arial Narrow 11, left aligned, 1.5 spacing

This is an example of the body text.

This is an example of bulleted list spacing:
•

Diamond bullet, indented .25" from left

list point

Small oblong bullet, indented .75" from left

list point

Note: I have something extra to say here.

Information requiring emphasis should be prefaced
with the words important or note in bold face; do
not capitalize or use italics for emphasis.

"The source says something I want to emphasize."

Emphasis within a quote is italicized.

Important: This point requires emphasis.

3. Folio Styles

3

number: Bodoni MT Black 12, left aligned
text:
Arial Narrow 11, 5 spaces from number

Document Name

Section Name

4

number: Bodoni MT Black 12, right aligned
text:
Arial Narrow 11, 5 spaces from number

4. BulletedlNumbered List Punctuation

When introductory sentence is an independent
clause, follow it with a colon:

Use colons after independent clauses,
-but-

Introductory sentences includes

•

list point

•

list point

•
•
•
•
•
•
•

list point

do not uses colons after sentences that require list
items to become an inde endent clause.
When list items are words or phrases, do not
capitalize items or use any punctuation.

List point sentence.
List point sentence.
List point sentence.

When list items are independent clauses, capitalize
the first word of each sentence and end each item
with a period.

list point,
list point, and
list point.

When list items (phrases or independent sentences)
are meant to read as a sentence, use commas to
separate items, add and before the final item, and
end list with a period.

Style Guide: Grammar, Mechanics, Consistency
1. Spelling
More rofessional
Maintain consistency with obi ect ronouns

2. Word Choice

teacher
consultant
In Box
assignment,
paper, work

professor
tutor
inbox
work

appoiBtmeBt,
sessioB

sessioB

center

UWC

Less likely to offend
More commonly used
Reflects more current sellin
More inclusive to reflect all the types of client product we
see

Foctlses more OBthe rutoriBg, Bot the scheffi:HiBg
More official

